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Abstract 

 

Electronic payment systems (EPS) have received considerable attention from 

researchers and business owners worldwide, because of their potential to support 

economic development and growth. Despite the significant contribution of the growth in 

EPS to the ability to complete transactions via the Internet, Libya lags significantly 

behind developed countries in its adoption of EPS. This research focuses on factors 

affecting EPS adoption and use in Libya, explaining how they positively or negatively 

affect Libyan customers andorganisations‟ willingness toadoptEPS. 

Data was collected via semi-structured interviews with different stakeholders, including 

consumers, organisational staff (e.g. Telecommunications Companies, Banks, the 

Ministry of Telecommunication and Informatics, etc.), and strategic decision-makers 

(e.g. the Under-Secretary of the Ministry of Communications, Director of Islamic 

Banking at Bank of Republic). The research implements Grounded Theory methods 

(GT), in particular the Straussian approach, to analyse, explore, and investigate the 

socio-organisational, technical, political, and economic factors affecting the adoption of 

EPS in Libya, and importantly the relationship between these factors. It discusses the 

impact of the factors identified, from both organisational and consumer perspectives, 

highlighting the factors and issues that need to be overcome to support successful 

adoption of EPS. 

The findings confirm that, for consumers and organisations alike, economic factors (e.g. 

perceived benefits, cooperation with existing entities, mutuality of stakeholders, Internet 

costs, standard of living, marketing businesses, awareness, withdrawal control, 



 

XX 

 

 

feasibility studies on EPS implementation, Islamic banking services and competition) 

are the core factors influencing the system‟s adoption. Furthermore, the findings

revealed three new and significant factors of relevance to Libya, including standard of 

living, post coding and the unstable political situation in the country. These represent a 

unique contribution to the body of knowledge, illustrating the attitude of the Libyan 

people toward Internet usage, and current obstacles to EPS adoption. 

The use of substantive GT, in particular the Straussian approach, for data collection and 

data analysis in the field of EPS adoption, and the assessment of organisational and 

consumer attitudes, is unique to this research to the best of the researcher‟s knowledge.

Thus, the research embodies a substantial contribution to the body of knowledge.  

The interpretive analysis of data using a Straussian approach has permitted the 

researcher to attain a deep understanding of the socio-organisational, economic, 

political, and technical factors affecting adoption of an E-payment system in Libya, as 

implemented by different stakeholders: Consumers, and Organisational. The benefits 

that the adoption of EPS in Libya will bring, include facilitation of online transactions, 

the availability of more secure websites, easier payment and access to the global 

markets. Furthermore, detailed recommendations are also being offered to assist 

decision-makers in the development and introduction of EPS in Libya, i.e. including the 

Communications and Informatics Ministry, which is hoped will advise internet service 

providers and companies to discount the cost of using the internet for limited 

bandwidths, in order to insure everyone access to the internet, and EPS. 
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1 Introduction 

1.1 Introduction 

This chapter presents the research background and motivation for undertaking research 

on the adoption of E-payment systems (EPS) in developing countries, in particular, 

Libya. It outlines and justifies the research objectives, and details the associated the 

research questions. 

1.2 Research background 

The payment system of any country, as the channel through which financial resources 

flow, plays an important role in its economy (Tennyson, 2014). The advent and growth 

of the Internet and information technology has led to significant alterations in the way 

money is moved. Many countries now use a combination of E-payment systems and 

traditional systems of payment; i.e. including cash, cheques, electronic payments, and 

online transactions via the Internet (Ifinedo, 2012; Gholami et al., 2010; Chaudhury & 

Kuilboer, 2002). Individuals and companies are increasingly relying on systems of 

payment via the Internet rather than traditional methods of using cash and cheques to 

pay for goods and services. The aim of this research is to discover and analyse the 

interrelatedness of socio-organisational, economic, political and technical factors, from 

the perspective of both organisations and customers. Furthermore, the current research 

will explore the factors that could potentially affect the adoption of EPS in Libya. 

Having detailed the research background, it is now appropriate to outline the reasons for 

choosing this research topic. 
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1.3 Research Motivation and Contribution 

There were many reasons motivating the decision to undertake this research; see below:  

1. Recent studies of EPS have focused either on the organisational (Takele & Sira, 

2013; Benjamin et al., 2007, pp. 232–235; Al-Hajery et al., 2006) or on 

customer perspective (Antwi et al., 2015; Haruna, 2012; Kumaga, 2010; Padachi 

et al., 2008; Kshetri, 2007) as it explained in section 2.6; however, thus far, no 

researchers in the field of EPS adoption have covered both perspectives in a 

single study.  

2. Recent studies on the of EPS in developing countries focus independently on the 

effectiveness of the following factors in isolation: political (Dolan, 2014; Azab 

et al., 2009; Adam, 2008) as it explained in section 2.6.3, socio-organisational 

(Shin et al., 2013; Özkan et al., 2010; Kleijnen et al., 2004; Karahanna & 

Limayem, 2000) as it explained in section 2.6.2, economic (Jamshidi & Hussin, 

2013; Ifinedo, 2012; Gholami et al., 2010; William & Simon, 2006) as it 

explained in section 2.6.1, and technical (Dalvand et al., 2014; Lawrence & Tar, 

2010, pp. 32–33; Hunaiti et al., 2009, p.37) as it explained in section 2.6.4. This 

study will consider how these factors interrelate and impact on each other, as 

well as the influences leading to the adoption of EPS in Libya as it explained in 

chapter 6. 

3. There is a dearth of studies have adopted the use of substantive GT, in particular 

the Straussian approach, for data collection and data analysis in the specific 

context of E.phenomenon adoption. In fact, most recent studies of adoption and 

diffusion have implemented grounded theory as a research methodology to 

examine the factors that influence adoption; i.e. the adoption of EC (Aljaber, 
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2012; Halaweh, 2009), the adoption of internet usage in small-medium 

enterprises (Chinedu Eze, et al., 2014; Kannabiran and Dharmalingam, 2012; 

Lawrence, 2010). Thus, this research will be the first of its kind to use of 

substantive GT, in particular the Straussian approach, for data collection and 

data analysis in the field of EPS adoption, and the assessment of organisational 

and consumer attitudes, has not been done in any previous research to the best of 

the researcher‟s knowledge 

4. There is a dearth of studies concerning factors effecting EPS implementation in 

Libya. The literature to date only concentrates on adoption of e-phenomena in 

activities, such as e-commerce (Saeed & Bampton, 2013; Alamro & Tarawneh, 

2011; Abukhzam & Lee, 2010), e-learning (Kenan et al., 2014; Rhema et al., 

2013; Rhema & Miliszewska, 2010), e-banking (Ullah et al., 2013; Abukhzam 

& Lee, 2010) and e-government (Verma et al., 2012; Sweisi, 2010) in Libya. 

Therefore, this research will make a unique contribution as illustrated and 

explained in section 2.3.4. 

1.4 Research Objectives 

The objectives of this research are: 

 To extend the existing body of academic knowledge and theoretical framework 

on the adoption of EPS by exploring factors influencing EPS from both 

organisational and customer perspectives, and to further highlight how such 

factors interact and interrelate. 

 To provide guidelines for strategic decision-makers‟ and researchers in the

telecommunications sector, as well as governments and banks, through 

proposing a model explaining the interrelationship between relevant factors 
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affecting the adoption of EPS in Libya, and which direct decision makers in 

facilitating the adoption of effective decisions in regard to EPS. 

1.5 Research Questions 

Devising appropriate research questions is a vital step toward understanding the 

research problem (Leedy & Ormrod, 2013, 2005). In order to achieve that research 

objective, the following research questions will be addressed. 

What are the socio-organisational, economic, political, and technical factors regarding 

the adoption of an E-payment system in Libya? 

In order to address this research question the following sub-questions are: 

 What definitions of E-payment systems (EPS) exist and do they reflect EPS 

provision in Libya? 

 What is the current EPS landscape in Libya and how do current political 

changes affect it? 

 How does each of the four factors (socio-organisational, economic, political and 

technical) relate to EPS adoption in Libya? 

 What is the nature of the relationship between each factor and how does that 

particular relationship affect the overall process of EPS adoption in the Libyan 

context? 

The answers to the above questions will enable the researcher to acquire an 

understanding of the relevant factors affecting EPS in Libya. The primary research 

question will address the first aspect of the research objectives, whilst section 2.2 will 

answer the first sub-research question by offering definitions of E-payment systems. 



 

5 
 

 

The second sub-research question will be addressed in section 2.5. This will involve 

exploring the relevant factors associated with EPS adoption. The third and fourth sub-

research questions will provide an answer to the second and third research objectives. 

1.6 Structure of Thesis 

The remaining chapters of this study are organised as follows: 

Chapter Two: presents the main factors identified in the literature as pertaining to EPS 

adoption. It enables the researcher to understand the impact of the following factors: 

socio-organisational, economic, political and technical, to identify which may be 

significant influencer(s) of EPS adoption in Libya. The chapter begins by providing 

definitions of EPS and discussing important features and differences. It then highlights a 

suitable definition to be used for the purpose of this research. The chapter also uncovers 

how various categories of EPS transactions are classified into categories, which should 

be considered in reference to the functionality of EPS transactions. The chapter also 

offers a brief introduction to Libya, its location, geography, borders, population, 

religion, and culture, and then describes the reasons for selecting Libya as an example 

for this research. Although, Libyan banks have not yet adopted modern technologies 

such as internet access, core banking solutions and e-banking related software (CBL, 

2014), the Central Bank of Libya (CBL) acknowledged the benefits of the 

implementation and development of technologies and improvements to banking 

activities when launching the National payment systems as explained in more detail 

throughout this chapter. Factors effecting EPS in terms of economics, socio-

organisational, technical, and political implications are also highlighted through this 

chapter. 
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Chapter Three: presents and explains the research methodology employed in the 

research, and the justifications for its use, as well as its limitations. It considers the 

selection of appropriate research techniques, employing and adhering to the rules of the 

chosen research methods, and ensuring the research follows a clearly defined path. It 

describes the different data collection methods employed to support qualitative research 

methods, such as interviews, questionnaires and observations, and then justifies the 

research approach, research methods, and data collection methods selected. It concludes by 

summarising suitable techniques to conduct the research.  

Chapter Four: discusses the main issues pertaining to the design of the pilot and the full 

study. In particular that in the context of the current work, the researcher will evaluate 

all the issues and factors discussed, to determine a suitable sample size for the pilot 

study and the full study. The analytical procedures were in parallel with the data 

collected at this stage of the pilot study and the full study, as illustrated in this chapter 

and in chapter‟s 5 and 6 which are based on a Straussian approach, which encompasses 

three stages of coding, including open, axial and selective. The chapter begins by 

providing definitions of the term „pilot study‟ and discusses its processes. It then

explains and provides information related to stakeholders chosen for the purpose of the 

research. The chapter finally explains how, after the pilot study, the interview questions 

were reviewed, amended and enhanced to cover all points clearly. 

Chapter Five: provides a thorough overview of the analytical procedures applied to the 

data, which was collected in response to the research questions. This chapter discusses 

grounded theory, particularly the Straussian approach, in depth. The researcher 

discussed and justified the manual analysis. The chapter also presents an explanation 

regarding the main differences and similarities between a Glaserian approach and a 
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Straussian approach. It then explains the appropriacy of the Straussian approach to fulfil 

the research aims. The chapter concludes by discussing and highlighting the features 

and procedures used in the Straussian approach, supporting these with examples from 

the participants' answers. By the end of the chapter, a clear understanding is provided of 

the theory and procedures applied and the approach proposed. 

Chapter Six: Clarifies the three procedures adopted for data analysis, by presenting 

different diagrams showing the relationship between these different factors. The 

analytical process in turn allows the development and analysis of categories in terms of 

their properties and dimensions. This then supports the development and analysis of 

categories relative to their properties and dimensions. 

Chapter Seven: Presents the research conclusions, including answers to the research 

questions, which were devised to more fully understand the research problem. This 

chapter also summarises the contributions of this research to existing knowledge, and 

offers an evaluation of the study, its limitations, and recommendations for overcoming 

the barriers that limit the adoption of EPS in the Libyan context and, in particular, the 

Libyan telecommunications sector. 
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2 E-payment systems (Definitions, Types, and Factors) 

 

2.1 Introduction 

This chapter presents the main factors identified in the literature as pertaining to EPS 

adoption. It enables the researcher to identify and understand the impact of the 

following potential influencers of EPS adoption in Libya: socio-organisational, 

economic, political and technical. First, the chapter begins by providing definitions of 

EPS and discussing important features and differences. It then provides a suitable 

definition for use throughout this thesis. Section 2.3 will uncover how are the various 

categories of EPS transactions can be classified into categories to consider in reference 

to the functionality of EPS transactions. The chapter also offers a brief introduction to 

Libya, its location, geography, borders, population, religion, and culture, and then 

describes the reasons for selecting Libya as an example of this research. Libyan banks 

have not yet adopted modern technologies, such as internet access, core banking 

solutions and e-banking related software (CBL, 2014). However, the Central Bank of 

Libya (CBL) has realised the benefits of the implementation and development of 

technologies, and improved banking activities through launching the National payment 

systems, as explained in section 2.5. Factors effecting EPS adoption will be highlighted 

in section 2.6. 

 

2.2 E-payment Systems Definition 

Since the emergence of e-commerce, considerable work has been conducted in an 

attempt to establish a standard definition of EPS to describe the main entities involved 

and the transaction processes. 
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Business via the Internet and the subsequent development of EPS has led to a dynamic 

environment in which business transactions offer the most important advantages in 

favour of online strategies, without having recourse to face-to-face interaction (Raza & 

Hanif, 2013; Nasri, 2011, p. 143). Consequently, the popularity of EPS activities 

continues to increase, whereas, many payment systems have been created in an attempt 

to make the exchange of money over the Internet easier for customers. For example, the 

EPS system includes ATMs, electronic cheques, smart cards and solutions, such as mini 

PayPal. EPS provides users with a set of tasks, including person to person (P2P) and 

EPS (Anyanwu et al., 2012). Khalili et al., (2012), and Yu et al., (2002) argue that EPS, 

which helps users to avoid the use of credit cards, is important for the development of 

both trade and electronic systems. 

Jayaram and Prasad (2013), Kalakota and Whinston (1997) noted that Internet 

applications offering banking services have been growing rapidly online. This 

emphasises the role the Internet has played in the field of EPS; i.e. it provides a 

platform for online transactions, such as online shopping, auctions online, online stock 

trading and so on. However, in spite of the fact that EPS offers many benefits, such as 

greater speed transactions and lower handling charges, there remain uncertainty and 

security concerns (Changsu and Wang, 2010, pp. 86). Therefore, only by understanding 

the causes of this resistance, will bank managers will be able to formulate strategies 

aimed at boosting the use of banking services via the Internet (Hakkak et al., 2013; 

Kuisma et al., 2007). 

According to Hasan et al., (2012), EPS refers to monetary and related transactions 

carried out using electronic means. Usually, this involves the use of computer networks 
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like the Internet and digitally stored value systems. The system allows bills to be paid 

directly from bank accounts, without the need for writing and mailing cheques. 

The objective of reducing cash transactions and cheques is one of the principle benefits 

of using EPS; it offers consumers safe and secure payment methods, rather than paying 

by cheque, debts by cash, etc. Therefore, Agimo (2004) defines EPS as “payment by 

direct credit, electronic transfer of credit card details, or some other electronic means, 

as opposed to payment by cheque and cash”.Italsobeendefinedas“a payer‟s transfer 

of a monetary claim on a party acceptable to the beneficially”(EuropeanCentralBank,

2003). 

Kalakota and Whinston (1997, p. 153) defined EPS, thus “electronic payment is a 

financial exchange that takes place online between the seller buyer and the seller. The 

content of this exchange is usually the form of digital financial instrument (such as 

encrypted credit card numbers, electronic cheques, or digital cash) that is backed by a 

bank or an intermediary or by a legal tender”. In Ghana, this definition focuses on

online transactions between parties that have a business relationship with one another. 

This process is completed in the form of a digital transaction and can achieve the 

process of electronic payment in a secure environment. 

 

Hataiseree (2008) details a study conducted in Thailand to achieve effectiveness and 

efficiency in retail payment systems. However, the following considerations should be 

taken into consideration; i.e. convenience, reliability and security in the form of 

payment, quality of service, involving features such as the speed with which payment is 

processed, and the level and structure of fees charged by financial institutions; i.e. taste, 
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demographics, and technological advances that may improve speed, convenience and 

flexibility across different payment systems. 

EPS has been recognised as an integral tool supporting online transactions (Teoh et al., 

2013; Catherine, 2000); therefore it can be defined relative to the nature of payment. 

One such definition was provided by Abrazhevich (2001), who defined EPS payment 

methods as those able to facilitate transactions via the Internet at a faster, more efficient 

and less expensive rate than could be achieved with credit cards. Yu et al., (2002) claim 

that EPS can function entirely without the need for credit cards, arguing that one of the 

reasons for adopting EPS is to promote the development of e-commerce. However, EPS 

could be seen to also include payments from individuals to businesses, banks and public 

services, or the government, as executed through electronic telecommunications 

networks (Sumanjeet, 2009). 

After considering these definitions the researcher chooses to define EPS throughout this 

research as „a process implemented by the payer through the use of online channels

where transactions are performed‟. This involves the provision of definitions of EPS;

the researcher proposed employing this definition to include the transfer of financial 

information involving online transactions, as well as technological distribution channels 

through which transactions are executed. However, after providing definitions of EPS 

and discussing different issues relating to them, the following section will uncover 

different types of E-payment transactions and explain which type of EPS is applicable 

to this research. 
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2.3 E-payment systems transaction types 

E-payment transactions are conducted in different e-commerce categories, such as, 

Consumer-to-Consumer (C2C), Consumer-to-Business (C2B), Business-to-Business 

(B2B), and Business-to-Consumer (B2C) models. Sumanjeet (2009, cited in Ayo & 

Ukpere, 2012, Harris et al., 2011) and Anderson (1998) claimed that different methods 

of EPS have emerged with the growth in EC transactions, such as, Online Credit Card 

Payment Systems, Electronic Cheque Payment Systems, Electronic Cash Payment 

Systems and Smart Cards based on EPS. However, before exploring and investigating 

those factors that affect adoption of EPS, these categories need to be addressed. 

2.3.1 Customer to Customer (C2C) 

Many businesses now offer their services using the Internet; it also allows customers to 

interact with each other, successful examples being auction websites (e.g. ebay.com) 

and Craig‟s List. While traditional businesses required commerce in order to build 

relationships between customers (Nimran et al., 2015, El-Gohary, 2012), the Internet 

locates customers in a commercial environment that facilitates sales of goods and 

services. Another category identified in some cases is customer to business (C2B), 

which represents customers who inform companies of their individual needs (Nimran et 

al., 2015; El-Gohary, 2012; Wong et al., 2005). Some authors, such as Turban et al. 

(2006) have mentioned that the most vulnerable categories found are Business to 

Employee (B2E), Government to Customer (G2C) and Government to Business (G2B). 

2.3.2 Consumer-to-Business (C2B) 

This is an e-business model that enables consumers to provide their services and 

products to businesses and consumers. This kind of business model offers an inclusive 

reversal of the traditional business model, in companies that provide goods and services 
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to consumers, business-to-consumer (B2C). For example, purchasing a product on 

Amazon.com such as a book (Nimran et al., 2015; Wong et al., 2005, as cited in El-

Gohary, 2012). 

2.3.3 Business to Business (B2B) 

 B2B involves transactions that occur between companies on the Internet (Abdulhadi, 

2013; Thanasankit, 2003, p.152). B2B transactions encompass most online companies 

that specialise in advertising, marketing strategies, and company e-mail, web 

consultants, website development, etc. In addition, various Internet resources can be 

found on magazines via the internet (EC times and BtoBOnline.com.). 

2.3.4 Business to Customer (B2C) 

B2C describes the activities and business of organisations that serve the final consumer 

with products and/or services. Therefore, B2C is a form of EC in which companies sell 

their products or services to consumers. According to Bamoriya et al., (2013), and 

VanHoose (2011) B2C “e-commerce is based on exchange of goods and services that 

are transacted via computer networks and involve sales by business to individual 

consumers. (P. 9)”. With respect to the factors affecting adoption, it is very important to 

remember that B2C activities are most appropriate for the purpose of this research. 

 

The target of this research is Libya, and the following section will address and justify 

the selection of Libya as an appropriate example of a developing country for this 

research. 
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2.4 Why Libya? 

This section offers a brief introduction to Libya, its location, geography, borders, 

population, religion, and culture, and then describes the reasons for selecting Libya as 

an example for this research.  

Libya is a country located in North Africa, as shown in Figure 2.4-1. It overlooks the 

Mediterranean Sea to the north, Egypt to the east and northeast, Sudan, Chad and Niger 

to the south and Algeria and Tunisia to the west (UNHDP, 2009, p. 145). It occupies an 

area of 1,800,000 square kilometres (694.984 square miles), 90% of which is desert. 

Libya is the fourth largest country in Africa by area and the 17th largest in the world 

(UNDY, 2003). Its capital, Tripoli, is home to 1.7 million of Libya's 5.7 million people 

(GIA, 2006, pp.7-9). By far, the most prevalent religion in Libya is Islam. Religion in 

Libya permeates all aspects of life, and the vast majority of Libyan citizens are of this 

faith. Libyan culture is similar to neighbouring North African countries. In addition, the 

Arabic and English language are official languages in Libya (Rhema et al., 2013; 

Rhema and Miliszewska, 2010, pp.423-437). 

 

Figure 2.4-1 Map showing Libya 

http://en.wikipedia.org/wiki/Islam
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&docid=xgTpbWmQZfkiAM&tbnid=jCOm05IEnlInpM:&ved=0CAUQjRw&url=http://www.mapsnworld.com/libya/libya-map.html&ei=cD_dU4SQDoSo0AXHzYDYCw&bvm=bv.72197243,d.ZGU&psig=AFQjCNHmIbrBju7yBUnOoHWjkf60MP045Q&ust=1407095022608837
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This research investigates and explores EPS adoption in developing countries. Libya is 

a candidate of development country for the purposes of this research. It was selected 

according to the classifications used by the United Nations for developing and 

developed countries (United Nations Development Programme, 2011). In 2011, the 

United Nations Development Programme Report provided standard classifications to 

distinguish between developing and developed countries; these remain contentious. The 

different criteria used in this report to evaluate degree of development were related to 

several issues: gross domestic product (GDP), per person income, level of 

industrialization, level of infrastructure and the general standard of living. Based upon 

these criteria, some countries were classified as developed, such as, the USA and Japan, 

whereas countries like Libya were classified as less developed (United Nations 

development Program, 2011). The choice of Libya as an appropriate example of a 

developing country for this research is justified by several points. First, Libya lags 

significantly behind developed countries in the adoption and use of Internet 

applications, such as, EPS services (Zhang, 2013; Elzawi & Wade, 2012; UNCTAD 

Report, 2003). Second, current literature concentrates on the area of adoption in the 

field of e-phenomena in Libya only, i.e. e-commerce (Saeed and Bampton, 2013; 

Alamro & Tarawneh, 2011; Abukhzam & Lee, 2010; Alamro & Tarawneh, 2011), e-

learning (Kenan et al., 2014; Rhema et al., 2013; Rhema & Miliszewska. 2010), e-

banking (Ullah et al., 2013; Abukhzam, & Lee, 2010) and e-government (Verma et al., 

2012; Sweisi, 2010). Hence, there is an absence of studies concerning the factors 

effecting EPS implementation in Libya. In addition, there are no studies addressing the 

effect of socio-organisational, economic, political and technical factors, the 

interrelationship between those factors, or their impact on each other, or the influences 
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that potentially affect the uptake of EPS in Libya. Third, Libya is in the process of 

developing and enhancing its telecommunications sector, which in turn is affecting the 

country‟s national economic development. Fourth, the volatile political situation in 

Libya has affected the country technically, economically, socially and politically as 

explained in more details in sections 6.2.2.1 to 6.2.2.4. Finally, access to the data is 

more straightforward than would be the case if investigating another developing 

country, as the researcher is a Libyan citizen and sponsored by the Libyan government. 

Having explained and justified the choice of Libya as a suitable example for the purpose 

of this research. It is important in the following section to highlight and provide an 

overview of the information that relates to the current situation, as regards payment 

systems in Libya. 

2.5 Payment systems in Libya 

Despite EPS not yet having been adopted in Libya, the Central Bank of Libya (CBL) 

has sought to establish a national payment system based on several initiatives to develop 

a network of banking services. It has taken pioneering steps with respect to banking 

services across Libya. Therefore, this section will provide an overview of information 

related to the current situation as regards the payment system in Libya. 

The advent of use of the Internet in Libya played a vital role in facilitating transactional 

processes (Abou‐Shouk et al., 2013; Tonderai et al., 2010). Before the Internet was 

used for commercial transactions in Libya, most organisations utilised private networks, 

such as, the electronic data interchange for their online transactions (IBP, 2009; 

Shaaban & Alireza, 2009). Payment systems in Libya have undergone significant 

development in recent years (CBL, 2014). Systems are based on advanced applications 
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accessed via the Internet, and these allow the country to develop an electronic means of 

smart payment to contribute to the diversity, speed and accuracy of its banking and 

financial services sector. It has also opened up new investment horizons (CBL, 2014). 

These factors prompted the Central Bank of Libya to take steps toward the development 

of a banking sector that could keep pace with global development (CBL, 2014). The 

Central Bank of Libya embarked on a planning process, launching the implementation 

of a national payments system and preparing for technical studies and strategic 

planning. The Central Bank of Libya implemented these steps by establishing contracts 

with international companies specialising in the implementation of the project 

components of the Libyan national payments system. These include the following 

systems: 

 Automated Clearing House: 

This aims to carry out all financial transactions resulting from the financial 

processes between banks and their customers; such as, the payment of salaries, 

bills and other services. 

 Automated Cheque Processing:  

This clears cheques between banks by adopting electronic methods of scanning, 

digital filing, and transferring net operations to an automated clearing system to 

allow for the settlement of cheques between banks in an efficient and secure 

manner. 

 Automated Teller Machine (ATMs), Point of Sale (POS) Card Management 

System: 
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This provides the infrastructure for ATMs / POS, so that there is a means of 

accessing all client accounts in a bank and enabling cash withdrawals, across the 

national network, using national ID cards. In addition, the infrastructure will 

enable merchants, their customers and companies to provide services and 

complete the payment of fees for services using electronic points of sale and 

delivery of all electronic financial transactions internationally. 

 Communications and Networks: Work is underway to connect all the systems of 

the project to the Central Bank of Libya and to commercial banks through 

various methods of communication; such as, satellite, wireless networks, fibre 

optics and microwaves. This then provides software for encryption and 

protection to provide a secure system for data transmission between the banks 

and data centres. 

 Core Banking System: This system aims to develop techniques and methods of 

work that can be used by national banks to adopt extensive technology derived 

from national payment system projects and to promote competition in the 

banking world. 

Highlighting current payment systems, may reflect on the availability of EPS and its 

position in Libya in the future. Hence, in the following section the researcher highlights 

and discusses factors that affect the success of EPS adoption. 

2.6 Factors affecting E-payment Systems adoption 

 
Various authors have conducted studies on factors affecting successful adoption of EPS 

and these focus either on organisations or consumers. For example, a study was 

conducted by Takele and Sira (2013) to examine a number of factors affecting adoption 
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of internet banking in Oman from the organisational perspective. The study's results 

provide a realistic picture about the adoption of internet banking in the financial sector 

in Oman. Various interesting findings were found to act as barriers such as security 

issues, lack of strategic planning within the organisation, lack of a technical 

infrastructure such as software, lack of top management support, the severe shortage of 

IT skills, and lack of government support. On the contrary, Antwi et al., (2015), Haruna 

(2012) and Kumaga (2010) investigated factors, such as the challenge of implementing 

electronic payments in Ghana from a customer perspective.  The findings were 

categorised into four main groups; i.e. Security, Infrastructure, Legal and Regulatory 

issues, and Socio-Cultural issues.  Whilst Padachi et al., (2008), in relation to a study 

conducted in Mauritius, identified the most significant factors impacting on the 

implementation of EPS as ease of use, resistance to change, trust and the relationship 

between bankers, cost of computers, Internet accessibility, the convenience of use and 

security concerns. 

 

One of the important challenges in the literature concerning adoption technology aims 

to understand users‟ perspectives (Gagnon et al., 2012; Tan & Teo, 2000, as cited in 

Martins et al., 2014). With regard to adoption literature, a number of scholars 

(Karjaluoto et al., 2002; Tan & Teo, 2000; Sathye, 1999; Moore & Benbasat, 1991; 

Davis et al., 1989; Davis, 1985; Ajzen, 1985; Rogers, 1983), have argued that the key to 

technology adoption is users‟ attitudes and perceptions. Consequently, economic, socio-

organisational, political and technical factors together comprise the knowledge gap, 

which relates to factors that the current research seeks to address from an organisational 

and customer standpoint (as has been mentioned in section 1.2). In this regard, various 
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researchers from Arabic countries (Mohamed, 2013; Aldraehim et al., 2012; Khalfan & 

Akbar, 2006; Al-Sukkar & Hasan, 2005) have argued that theories pertaining to the 

adoption of technology were developed in developed countries, and therefore reflect the 

values, perspectives and attitudes of those societies. Consequently, it is necessary to 

consider the factors that are inherent within each country as variables (Aladwani, 2001). 

Therefore, the following subsections highlight the main factors selected as affecting 

EPS for use for the purpose of this research. 

2.6.1 Economic Factors 

The development of the economic sector in developing countries comprises an essential 

role for furthering the adoption of new technology in the move toward EPS (Elbasir & 

Howley, 2013; Elbasir et al., 2013; Jamshidi & Hussin, 2013; and Wang et al., 2003). 

The EPS in developing countries is needed to raise further concerns, owing to economic 

factors that may affect the adoption of such systems (Ifinedo, 2012; Gholami et al., 

2010).With this in mind, few studies are known to have highlighted the integration of 

new technology relative to economic requirements that may potentially develop the 

telecommunications sector. For instance, Roycroft and Siriwan (2003) stated that, 

„Economics always play an important role in encouraging the use of technology in 

developing countries‟ (p.65); meanwhile, William and Simon (2006) argued that they 

believe there are thirty-six business and government institutions in five Caribbean 

nations, each facing numerous barriers as a result of their study. For example, economic 

factors may be insufficient to facilitate the adoption of EPS in isolation; to be more 

specific, the banking sector needs to introduce cooperative strategies to fulfil the 

demands of EPS. 
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In an attempt to achieve successful adoption of technology and support EPS, Baddeley 

(2004) argued that universal acceptability warrants an investigation of key factors from 

an economic standpoint. This can only be achieved by introducing various factors, such 

as reducing the costs of internet access and cooperation with existing institutions in 

developing countries, i.e. cooperation between governments, companies and banks 

(Yuan et al., 2010; Baddeley, 2004). This corresponds with a study conducted by Rosen 

(2001),who claimed major widespread acceptability in the case of successful use of 

PayPal resulted in cooperation with a large base of user entities (e.g. the eBay auction 

website). However, the following subsection examines the importance of Islamic 

banking as an integral element in developments towards the adoption of an E-payment 

system, whilst following the principles of Islamic Sharia law. 

2.6.1.1 Islamic Banking and Finance 

Over the past fifty years, the growth of Islamic banking has emerged in the prevailing 

Islamic Countries (Johnes et al., 2014; Wardey, 2010). Therefore, understanding the 

principles of Islamic banking and finance is very important in sectors that are growing 

very rapidly amongst the global banking industry, particularly due to its distinctive 

characteristics (Tabash and Dhankar, 2014). Moreover, since then, many efforts have 

been made to establish integrated Islamic banks that rely on Islamic principles and 

regulations, according to which usury is strictly forbidden (Ahmed et al., 2015). 

However, the importance of the concept of Islamic banking services and the creation of 

a stable financial system did not attract large scale worldwide attention until the 

occurrence of the global financial crisis in 2008.  

In some countries, Islamic banking services, and other Islamic financial services, have 

become of great importance to the economic climate (Noman, 2015; Dridi, 2012). 
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Above mentioned studies have discussed the relevance of the principles of Islamic 

financing and its instruments for achieving financial stability under different conditions 

and in various financial environments. For example, Duran, et al. (2012) stated that the 

importance of Islamic finance depends upon the principles of Islamic Sharia law, 

according to which Muslims cannot lend or accept money from people with the 

expectation of any benefit, otherwise known as interest (Qur'an, Verse 2: 275). ). 

Furthermore, according to Abedifar, et al., (2014), Shariá compliant services now total 

around $2 trillion in global financial assets, of which 80% is accounted for by Islamic 

banks or Islamic windows of conventional banks, 15% by Sukuk or Islamic bonds, 4% 

by Islamic mutual funds and 1% by Takaful or Islamic insurance.  

The rapid growth of e-commerce, transferred via globalisation, as a means to carry out 

commercial transactions on a large scale, is widely acknowledged (Beulen et al., 2010). 

Similarly, the concept of using credit card payments for transactions at the point of sale 

has become more widely applied during the process of online transaction payments 

(Samed, 2013). It is evident that electronic payment systems are a prerequisite for e-

commerce, online transactions, because it is necessary for consumers to pay for 

products and services (Meisami and Hasanzadeh, 2012). The use of electronic payment 

methods such as credit cards, which usually attract higher interest rates, represents an 

obstacle to the Islamic banking principles, since it is clearly contrary to the Islamic 

concept of legitimacy (Hamed and Berger, 2012). As a result, Muslims prefer to buy 

goods or services using electronic payment systems that do not involve the payment of 

interest (Al Mowalad and Putit, 2013; Al Ghamdi, et al., 2012). In the chapters 

concerning the Findings, discussion, and explanation of the research findings from 

different theoretical position, the researcher will examine and evaluate economic factors 
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as a means of adopting EPS within the Libyan telecommunication sector. In addition, 

the situation of political unrest in Libya has made it essential to consider the needs of 

the economic sector.1 

2.6.2 Socio-organisational Factors 

Studies by Shin et al., 2013, AlGhamdi et al., (2011), Özkan et al., (2010), Kleijnen et 

al., (2004) and Karahanna and Limayem (2000) clarify why social factors exert a 

significantly positively influence on people‟s intention to adopt new information

technology; thus indicating that people are affected by their environment. Jennifer et al., 

(2003) argue that social and cultural factors can be associated with the government 

framework: for instance, in Asia, this relates to personal relationships formed via the 

government, which are crucial for the adoption of e-businesses via the internet (e.g. EC 

and EPS). 

In consideration of the literature, Wie (2005) found that, generally, people express 

reservations concerning online payments, possibly due to a lack of awareness about how 

to adopt new technologies, such as EPS or EC. Furthermore, awareness of EPS should 

proceed after attaining clear understanding of a number of issues affecting individuals 

and organisations. In this way, Al-Mabrouk and Soar (2009, p.113) argue that 

awareness concerning EPS depends on two main factors: economic and political 

training in a country and education facilities. 

In recent years, literature has sought to determine the degree to which social factors play 

a role in expediting decision-making in the area of payments made via the internet 

(Özkan et al., 2010). Socio-organisational factors incentivise providers of e-commerce 

                                                 
1
 The pilot study has been conducted before the unrest situation in Libya 
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sites, encouraging customers to adopt electronic payment systems (Jennifer et al., 

2003). Therefore, throughout this study, the impact from socio-organisational factors 

will be considered as the research aims to explore the impact of context on the Libyan 

telecommunications companies, and will subsequently discuss if this might affect EPS 

adoption. 

2.6.3 Political Factors 

Political factors are associated with, and applied systematically by, groups formally 

appointed within a country (Veit et al., 2014; Kshetri, 2007). In terms of government 

roles, political factors clarify levels of advancement in information technology and 

training experience, allowing both buyers and sellers to understand and adopt EPS 

(Csaki et al., 2012; Lawrence & Tar, 2010, pp. 32–33).  

There has been conflict regarding the political factors affecting the adoption of EPS in 

developing countries and, in particular, North African Countries (NAC). For example, 

Azab et al., (2009, as cited in Dolan, 2014) and Adam (2008) claim there is ample 

evidence suggesting legal frameworks are amongst the main obstacles to the utilisation 

of EPS. A survey conducted amongst consumers in Brazil argued there were major 

impediments to the use of EPS owing to government regulations. For example, privacy, 

security, the lack of commercial laws for EPS, inadequate legal protection for those 

making internet purchases and concerns regarding the imposition of taxes on internet 

purchases (Tigre & Dedrick, 2004).  

Similarly, another study conducted in China established that consumers have serious 

reservations about buying online, stemming from the lack of government laws 

encouraging EPS adoption (Jennifer et al., 2003, p.13). Interestingly, Vatiero (2009) 
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argues that political power, as a form of power in society, allows governments to 

control some or all public resources, including labour and wealth. In addition, that 

political power is not limited to leaders of countries, but can be extended to individuals 

or groups in possession of power to influence society. 

Given the presence of a supportive legal framework as an important requirement associated 

with strengthening confidence in information, communication technology and e-business (and 

thus strengthening the development of adoption of EPS (Alev &Vincent, 2004; Wallsten, 

2003); relevant legislation should be reconsidered as appropriate for identifying and 

eliminating the factors that prevent companies from using information and communication 

technology, especially in the area of electronic business (Rouibah et al., 2009). However, the 

following subsection outlines the situation of political unrest in Libya. 

2.6.3.1 Political unrest in Libya 

In the middle of February 2011, anti-government protests broke out across Libya, and 

by the eighteenth of February the opposition had taken control of the second-largest 

city, Benghazi. The Libyan government at that time (the Gadhafi regime) dispatched 

elite troops and militia in an attempt to recapture Benghazi, but they were repelled 

(Cerone, 2012). In addition, by the twentieth of February protests had become 

widespread and reached the capital city of Tripoli, leading to a television address by 

Saif al-Islam Gaddafi, who warned the protestors that the country could slip back into 

civil war. The death toll was increasing, which drew international condemnation that led 

to the resignation of a number of Libyan diplomats, along with calls for the dismantling 

of the government (Maertens et al., 2014). Moreover, the unrest turned into a civil war 

between the opposition and the Gadhafi regime that eventually saw the collapse of the 

http://www.worldcat.org/search?q=au%3A%22Rouibah%2C+Kamel.%22&qt=hot_author
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government under its long-standing ruler, Al-Gaddafi. Since then, there has been a 

transitional government, followed by a freely elected parliament and government. The 

real GDP growth rate of the country was the highest in the world in 2012 (+121.9%), 

following a 59.7% decrease in 2011 and, hence, bringing the country almost back to 

pre-war levels (CIA, 2013). However, the security situation in the country remains 

problematic, with various attacks across the whole country and specifically on the 

eastern side, and militia activities continue to occur. 

Overall, the insecurity in Libya stems primarily from the lack of disarmament and 

demobilisation of the rebel militias after the war, which has been recognised by the 

political leadership in Libya and by international advisers from the outset, although 

none of them were able to implement these measures (Capasso, 2014). As a result, 

different types of armed groups controlled large parts of the country and the elected 

government was selected as they desired. The consequent lack of security has had an 

effect on the process of state-building in Libya, where the country is politically very 

weak following Gaddafi (Chivvis and Martini, 2014). 

Taking this into consideration, it is pertinent to emphasise that this study will 

investigate whether or not the influence of political unrest in Libya could affect the 

adoption of EPS within the Libyan telecommunications sector. With the above in mind, it 

is pertinent to emphasise that this study will also investigate the influence of political 

unrest in Libya, in terms of whether or not it could affect the adoption of EPS in the 

Libyan telecommunications sector.  
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2.6.4 Technical and System Quality Factors 

Technical factors are described by Dalvand et al., 2014, Basias et al., (2012, p. 170), 

Lawrence & Tar (2010, pp. 32–33), Sarrab et al., (2013a), and Sarrab et al., (2013b), 

relative to difficulties acquiring the appropriate technologies to meet EPS adoption 

requirements. Meanwhile, Turban (2002) argues that EPS faces a number of different 

limitations on system quality, such as the internet, security, trustworthiness of sites, 

reliability of EPS, acceptability, ease of use, accessibility and convenience.  

Security is a key concern associated with online payments, as it is based on transfer and 

storage data that can be hacked if inadequately secured (O'Mahony et al., 2002; 

Havinga et al., 1996; Swatman, 1997). In addition, Abukhzam (2010), Shim and Lai 

(2003, p.230) and Turban (2002) further argue that, studies in developing countries have 

shown the effects of trust and reliability are important security concerns influencing the 

adoption of EPS and e-banking, and further emphasising that individuals assess the 

online medium of the transaction prior to using EPS.  

Interestingly, in Libya, Ullah et al., (2013), Abukhzam and Lee (2010, pp.7-10) claim, 

most e-banking fears relate to transaction errors and fraud, with scholars adding that the 

Libyan banking system is affected by many negative influences, such as acceptability, 

ease of use, accessibility and convenience, all of which act as a barrier to e-banking. 

Conversely, Hunaiti et al., (2009, p.37) argue that the absence of a Libyan postal system 

has played a significant role in online transactions in the Libyan context. Therefore, 

technical factors will be investigated here in terms of whether or not this may affect the 

Libyan telecommunications sector, with a subsequent examination carried out in 
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relation to whether or not unrest in Libya can influence the adoption of EPS from a 

technical standpoint.  

2.7 Summary and conclusion 

This chapter revealed and discussed a number of critical factors effecting successful 

adoption of EPS, and their impact on each other. In addition, based on this discussion 

the researcher was able to explain the impact of the following factors: socio-

organisational, economic, political and technical on the adoption of EPS, and to identify 

which is/are the significant factor/s potentially influencing EPS adoption, as explained 

in more detail with supporting examples in chapter 6. 

Section 2.3 covered how the various types of EPS transactions are classified into 

categories and can be considered relative to the functionality of EPS transactions. The 

chapter also offered a brief introduction to Libya, its location, geography, borders, 

population, religion, and culture, and explained the motivations for selecting Libya as 

the subject of this research. Moreover, throughout this chapter, the researcher offered 

background regarding the payment system in Libya; although Libyan banks have not 

yet adopted modern technologies such as internet access, core banking solutions and e-

banking related software (CBL, 2014). The Central Bank of Libya (CBL) has realised 

the benefits of the implementation and development of technologies and improved 

banking activity, launching the National payment systems (as explained in section 2.5). 

It is, therefore, appropriate to highlight the proposed research methodology in the 

following chapter, emphasising research paradigm, research methods and data 

collection methods for use in the current research. 
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3 Research Methodology 

 

3.1 Introduction 

This chapter presents and explains the research methodology employed in this research, 

and justifies its use, and explains its limitations (see section 3.4.6). It considers the 

selection of appropriate research techniques, employing and adhering to the rules of 

chosen research methods, and ensuring the research follows a clearly defined path, as 

explained in section 3.4. The chapter describes the main data collection methods 

available, which can be employed to support qualitative research methods, such as 

interviews, questionnaires and observations. This is followed by justifying a selected 

research approach, research methods and data collection method, as explained in 

section 3.3.4, 3.4.6, and 3.6.2. It concludes with a summary of conclusions about 

suitable techniques employed to conduct this research. Before illustrating and justifying 

appropriate research methods and techniques for use in this study, it is first necessary to 

define the research approach, research methods and the research methodology, as 

explained by Kumar: 

Research methods means all those methods and techniques that are used for 

conducting research, and thus refers to the methods the researcher uses in 

performing research operations (Kumar, 2008, pp.4–5). 

Research methodology is a way to systematically solve the researcher‟s problems; 

it may be understood as the science of studying how research is done scientifically 

(ibid, p. 6). 
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The research approach is that the researcher should himself pose a question and 

procedures for throwing light on the questions concerned for formulating or 

defining the research problem (ibid, p. 22). 

Therefore, the researcher considered the previous definitions in the design of the current 

research process. In other words, the researcher distinguished between research 

methods, methodologies, and approaches, as defined by Kumar (2008). Since the 

objective of research, especially applied research, is to find a solution to a specific 

problem, the existing data and unknown features and factors need to be connected with 

each other to make the information as clear as a possible. 

It is subsequently appropriate to discuss and justify the selection of an interpretative 

paradigm for the purpose of the current research; section 3.2 and its subsections explain 

the options available and the choice of paradigm. 

3.2 Research paradigm 

The section will discuss the main three paradigms that are exist in the area of IS 

research. The term paradigm originates from Greek (paradeigma) and Latin (paradigma) 

and means literally 'to exhibit side by side; more figuratively, it signifies a pattern or an 

example of something (Stanage, 1987, p.6). The meaning of paradigm implies ideas and 

mental images or styles of thinking. Explained another way, a paradigm can be seen as 

the action of submitting to a point of view (Stanage, 1987); the latter interpretation is 

also supported by Denzin and Lincoln (2000, p. 157). Oates (2006) defines research 

paradigms as, “A set of shared assumptions or ways of thinking about some aspect of 

the world” (p.282). In reality, there are many different definitions of paradigm, 
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although most offer a similar meaning. The differences generally depend on the 

researcher‟s perspective. 

Many researchers, such as Denzin and Lincoln (2000), Guba and Lincoln (1994) and 

Henning et al., (2004) contributed to defining a research paradigm to provide 

illumination. Guba and Lincoln stated: 

A paradigm may be viewed as a set of basic beliefs … that deals with ultimate or 

first principles. It represents a worldview that defines for its holder, the nature of 

the “world”, the individual‟s place in it, and the range of possible relationships to 

that world and its parts […] The beliefs are basic in the sense that they must be 

accepted simply on faith (however well argued); there is no way to establish their 

ultimate truthfulness. If there were, the philosophical debates […] would have 

been resolved millennia ago. (Guba and Lincoln, 1994, pp.107-108) 

For their part, Henning et al., (2004) understand a research paradigm as "a theory or 

hypothesis", which is based on a framework of theories that affect how people see the 

world; identifying their point of view, and shaping their understanding of how things 

are connected. Particular worldviews resulting from an underlying paradigm might 

include the influence of personal behaviour, professional practice, or the position taken 

by a person with regard to a particular research subject. 

With regard to research practice and its underlying philosophical assumptions, the 

information system research paradigm is shown to have certain key characteristics that 

can be classified into three fundamental categories:  

Firstly, it is ontological, depending on whether the empirical world is considered to 

exist „objectively‟ and independent of human observers, or „subjectively‟ by
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construction through human action and belief (i.e. what is the form and nature of 

reality?). Secondly, it has an epistemological character, that is, in terms of its 

assumptions about the nature of knowledge, and how knowledge is created and 

evaluated, i.e. what are the basic beliefs about knowledge, or what can be known? The 

final dimension is methodological character; that is, the relationship between theory and 

practice, i.e. how can the researcher go about finding out if whatever s/he believes can 

be known? (Orlikowski and Baroudi, 1991). Some researchers such as Orlikowski and 

Baroudi (1991) and Klein and Myers (1999) have distinguish three paradigms of 

Information system research: positivist, interpretive, and critical, as illustrated in the 

following section. 

3.2.1 Positivist Paradigm 

Positivism has been defined according to Cooclian (2004) as a “scientific method”, and 

reality is objectively given and can be discovered by employing measurable factors that 

are independent of researchers and their instruments (Oates 2006; Myers and Avison 

2002, p.6). The positivist paradigm, was claimed by the French philosopher Auguste 

Comte (1798‐1857), who examined its use in the social science and confirmed that 

observation and reason could be a means of understanding human behaviour. According 

to Comte, true knowledge is based on what is experienced by the senses, and what can 

be obtained through observation and experiment.  

Those accepting this paradigm have adopted the methods of the natural sciences as a 

means to generate knowledge about human society. The scientific method should be 

understood within the context of certain principles and scientific hypotheses, which, as 

Cohen et al., (2000) noted, are determinism, empiricism, parsimony, and generality. 
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The meaning of determinism is that events are caused by other circumstances so that 

cause follows effect in a predictable fashion; hence, achieving an understanding causal 

links is both possible, and necessary for prediction and control. Secondly, empiricism 

means the collection of verifiable experience-based evidence to support theories or 

hypotheses. Parsimony refers to the explanation of phenomena in the most economic 

manner possible. Generality is the goal of generalising observation of a particular 

phenomenon to an observation about all such phenomena.  

Using such assumptions, the vital goals of science came to be understood as 

systematising and integrating the results of observations and experiments into a pattern 

or meaningful theory, which is viewed as intermediate and not the ultimate truth. A 

theory may be subject to review or modified by new evidence, as it enters into 

existence. The positivistic paradigm systematises the process of generating knowledge 

with the help of quantification. This is necessary to promote accuracy in the description 

of parameters, and insight into the relationship between them. However, Collis and 

Hussey (2009, 2003) present key criticisms of positivist research in the social sciences 

as follows: 

 It is impossible to consider individuals as separate from their social 

environment, so they cannot be understood without considering and examining 

the meaning, views and motivations attributed to their own work. 

 The results of such research has neglected important and interesting meanings. 

According to Orlikowski and Baroudi (1991, pp.4-12) the aim of positivist researchers 

is to clarify and predict external reality, rather than people's attitudes, experiences and 

perceptions, and this requires researchers using the positivist paradigm to ignore certain 
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aspects of social reality. A positivist paradigm may not be appropriate to this research, 

because the main criticism from a positivist research perspective is that the interview 

influences the social process of the interview, and, under positivism, the impact of the 

interviewer on data collection tend to be ignored, due to the assumed objectivity of the 

interviewer. In addition, positivist research ignores participant effects, that are, for 

example, when participants understand questions in a different way to that intended by 

the researcher.  

3.2.2 Interpretative Paradigm 

The interpretative paradigm assumes that social reality is interpreted by the individual 

in accordance with other people, and through interaction with the wider social system. 

Knowledge is the personal experience of each individual, rather than something 

obtained from or imposed from the outside. Orlikowski and Baroudi (1991) state that 

interpretive research assumes „people create and associate their own subjective and inter

subjective meanings asthey interact with theworld around them‟ (p.5). 

Cohen et al., (2000) further assert reality is multi-layered and complex, and that a single 

phenomenon may be subject to multiple effects, the main concern being to unearth the 

unexplored dimensions associated with various phenomena, rather than to theories 

relationships between components. Interpretative research has been subject to various 

criticisms from a number of scholars; namely Walsham (1995), Bernstein (1985), Fay 

(1987, p.92) and Gibbons (1987), all of whom have proposed different deficiencies 

associated with interpretive research: 

 The interpretive perspective does not examine external circumstances, which 

lead to the emergence of some meanings and experiences.  
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 Research, from this perspective neglects to explain the unintended consequences 

of action, which, by definition, cannot be clarified in reference to the intentions 

of the human beings concerned. For example, Giddens (1979) suggests a 

significant and unintended human action is one, which enhances the procedures, 

beliefs, and relative strengths of members of a group in order to maintain the 

structure and practices of that group over time.  

 The interpretive perspective does not address or analyse meanings that narrow-

minded actors may introduce to understand fate and limited interactions in social 

development. Importantly, this perspective cannot occur unless accounts of 

participants‟ actions and intentions are inconsistent with their actual behaviours,

and so it is impossible to distinguish between or otherwise analyse the 

understanding of individuals blinkered in terms of their understanding, and 

limited in terms of their social interaction. Fay (1987, p. 96) notes that this 

perspective „assumes an inherent continuity in a particular society; i.e., it 

systematically ignores the possible structures of conflict within a society, 

structures which would generate change.‟ 

 The interpretative perspective ignores the need to explain historic change; that 

is, how a social order came to be what it is, and how it is likely to change over 

time. Orlikowski and Baroudi (1991, p. 18) describe the interpretive as 

„Neglect[ing] to explain historical change; that is, how a particular social order 

came tobewhat it is, andhow it islikely tovary overtime‟.  

Therefore, it is appropriate to consider how this paradigm may advance the aims of this 

research. Thus, it attempts to understand how and why, through social interaction and 

participation, participants can ascribe certain subjective meanings within the Libyan 
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context; that this society cannot understand without knowledge of the beliefs and 

interpretations of people related to it. It is important to recognise this subjectivity and 

anticipate that each person will hold different views, perception and experiences 

concerning which factors affect the adoption of EPS in Libya. The importance of 

perception and views requires understanding of social and human factors, and this only 

can be achieved by Interpretivists. The interpretative paradigm will assist the researcher 

to understand phenomena in depth, rather than quantifying them without pre-defined 

constructs. Rather, it provides the researcher with an opportunity to examine peoples‟

attitudes and perceptions when answering the research problem. Therefore, it allows 

new concepts and issues to emerge. Thus, it offers a fuller picture than other research 

methods, such as, a survey, which undertakes to answer questions, pre-specified in the 

literature by the researcher.  

The two paradigms above are concerned with two different versions of social reality. 

While a positivist approach depends on objectivity, measurement and the ability to 

construct laws and rules governing human behaviour, the interpretative paradigm is 

essentially based on the understanding and interpretation of phenomena. In addition to 

these two main paradigms, there is a third paradigm, the critical paradigm, as will be 

discussed below. 

3.2.3 Critical Paradigm 

Researchers consider that social reality is constructed according to a historical 

perspective, and that it is created and recreated by individuals (Myers & Avison, 2002). 

Critical theory assumes objective observation is impossible and that all knowledge is 

created from or justified by social context; therefore, the critical research and 
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interpretive paradigms share several key features (Khazanchi & Munkvold, 2003). An 

information system research study therefore, can draw on this paradigm: 

“IS research can be classified as critical, if the main task is seen as being one of social 

critique, whereby the restrictive and alienating conditions of the status quo are brought 

to light” (Klein & Myers, 1999, p. 3). Thus, the difference between interpretative and 

critical qualitative research is the researcher‟s primary objective. Interpretative research

aims to generate meaning, in other words, it attempts to explain and describe, to make 

sense of interesting things. Critical research aims to change the status quo, by working 

systematically through research problems to generate responses to research questions 

and achieve change in light of these responses, because the aim of the critical paradigm 

is transformative (Taylor et al., 2006). Critical research aims to “free human subjects 

from oppressive regimes within societies and within the institutions that constitute 

them” (McGrath 2005, p.88). Hence, Stahl (2008) argued that people‟ intention is “to 

change the social status quo, overcome injustice and alienation, and promote 

emancipation”(p.138). 

The critical research paradigm might be used within the current research discipline, 

because there are many similarities between critical and interpretive research paradigms 

(Khazanchi and Munkvold, 2003), and the critical paradigm also seeks to provide a 

theoretical framework to support the majority of interpretive research paradigms. 

Moreover, it employs methods that are compatible with this study‟s aim to seek

interaction between ideas and opinions about the factors and barriers that might affect 

the adoption of EPS in a Libyan context. Table (3.2-1) below presents a summary of the 

three main research paradigms. 
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 Positivist Interpretivist Critical research 

Ontological 

Assumptions 
 

"Naive Realism" in 
which an 
understandable 
reality is assumed to 
exist, driven by 
immutable natural 
laws. The true nature 
of reality can only be 
obtained by testing 
theories about actual 
objects, processes or 
structures in the real 
world. 

Relativist: the social 
world is produced and 
reinforced by humans 
through their action 
and interaction 
 

Historical realist: 
social reality is 
historically 
constituted; human 
beings, organizations, 
and societies are not 
confined to existing 
in a particular state 
 

Epistemological 
Assumptions 

 

 Verification of 
hypothesis through 
rigorous empirical 
Testing. 

 Search for 
universal laws or 
principles 

 Tight coupling 
among 
explanation, 
prediction and 
control 

 

 Understanding of 
the social world 
from the 
participants‟' 
perspective, through 
interpretation of 
their 

meanings and 
actions 

 Researchers' prior 
assumptions, 
beliefs, values, and 
interests always 
intervene to shape 
their investigations. 

 Knowledge is 
grounded in social 
and historical 
practices  

 Knowledge is 
generated 
and justified by a   
critical evaluation 
of social systems in 
the context of 
researchers' 
theoretical 
framework adopted 
to conduct research 

Relationship 

between Theory 

and Practice 

 

It is possible to 
discover 
universal laws that 
govern the external 
world 
 

Generative 
mechanisms 
identified for 
phenomena in the 
social sciences should 
be viewed as 
'tendencies', which are 
valuable as 
explanations of past 
data but not wholly 
predictive for future 
situations 
 

 Generalizations 
point to regularities 
of process  
rather than cross  
sectional 
differences 

 Generalization in 
critical 
research focuses on 
the "totality" of 
relationships 

 There can be no 
theory-independent 
collection and 
interpretation of 
evidence to 
conclusively prove 
or disprove a 
theory. 

Role of the 
Researcher 

 

Objective, impartial 
observer, passive, 
value-neutral 

Interactive; the 
researcher interacts 
with the human 

Transformative; 
initiating change in 
social relations and  
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 subjects of the 
enquiry, changing the 
perceptions of both 
parties 

practices, helping to 
eliminate the bases of 
alienation and 
domination. 

Table 3.2-1 The three major research paradigms 

(Source: Khazanchi & Munkvold, 2003). 

 

Table 3.2-1 permits comparison between the three paradigms; it also shows a 

relationship between theory and practice, and outlines a role for the researcher in the 

three philosophical approaches. Having discussed the relationship between the three 

main paradigms, it is appropriate to say that all three paradigms are perfectly acceptable 

to IS researchers in particular and social science researchers in general. 

The positivist paradigm cannot support this study‟s aim to obtain subjective opinions

and experiences from the individual‟s researched. This is because the aim of positivist

researchers is to clarify and predict external reality, rather than rely on individuals‟

perceptions, and experiences (which rules out the study‟s goal of exploring and

investigating factors and barriers that may influence adoption of EPS in a Libyan 

context). A positivist approach would require researchers to ignore aspects of social 

reality (Orlikowski & Baroudi, 1991).  

Having discussed the three main three paradigms that support IS research and also 

illustrated and justified the interpretive paradigm herein, it is now appropriate to present 

the two associated research approaches; quantitative and qualitative. 

3.3 Quantitative and Qualitative Research approaches 

Collis and Hussey (2003, 2009) classify research into two types: quantitative and 

qualitative. Bryman (2001, p.20) claims that quantitative research involves research 

methods that are objective in nature and which notably concentrate on quantification in 
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data collection and analysis in order to test theory. In contrast, he describes qualitative 

research as necessary to understand phenomena or test theory, as a strategy informing 

various types of research, predominantly emphasising words rather than numbers during 

the stages of the collection and analysis of data. Additionally, Moore (2002, p. 121) 

illustrates that quantitative research is a method emphasising „what is happening‟,

whilst qualitative research is a way of knowing „why it is happening‟. Essentially, it is

about the application of strategies to understand detailed views associated with a 

participant‟s attitudes andbehaviours. 

In regard to qualitative methods, the relationship between the researcher and the 

participant is often less formal than in quantitative research. In contrast, with 

quantitative methods, such as surveys and questionnaires, researchers ask all 

participants similar questions in the same order, with participant responses reflecting a 

selection of closed or fixed categories (Hollow & Biley, 2011; Shank, 2002). 

3.3.1 Quantitative research approach 

Quantitative research is the most widely used approach in the natural and social 

sciences, providing a systematic empirical investigation of observable phenomena 

through the development and employment of mathematical techniques, theories and/or 

hypotheses (Punch, 2013; Bryman, 2012). Furthermore, the quantitative approach 

emphasises the use of quantification in the collection and analysis of data, by measuring 

variables and testing hypotheses (Creswell, 2013; Robson, 2011, p.18). There are many 

different types of quantitative methods, including experiments, content analysis and 

questionnaire surveys. Moreover, Denscombe (2010) argues that the quantitative 

approach has attracted many researchers due to its scientific strength, in addition to the 
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popularity of manipulating numbers and the association with graphs and tables to 

display the results. Furthermore, quantitative research methods are used to prove or 

disprove hypotheses through the identification of independent and dependent variables. 

It does not benefit the researcher to detect any changes emerging during the 

investigation. Moreover, surveys and experiments are good examples of quantitative 

research methods, which usually belong to a form of positivist paradigm (Creswell, 

2013). Thus, Creswell states that quantitative studies “employ strategies of inquiry such

as experimental and surveys, and collect data on predetermined instruments that yield 

statistical data” (2003,p.18cited inNguyen andQuan, 2013). 

Therefore, having outlined the quantitative research approach, the following sub-section 

explains the qualitative research approach taken for the purposes of this study. 

3.3.2 Qualitative research approach 

Qualitative research is used to explore issues, understand phenomena and answer 

questions in context-specific settings, such as the "real world setting [where] the 

researcher does not attempt to manipulate the phenomenon of interest" (Patton, 2002, p. 

39, as cited in Aguirre et al., 2014). It seeks out the why, not the how, of the subject, 

through the analysis of unstructured information, such as, interview texts, recordings, e-

mail messages, notes and feedback forms, pictures, videos. This differs from 

quantitative researchers who rely on numbers or statistics to reach conclusions (Hoepfl, 

1997, pp.47-67). 

Shank defines qualitative research as “a form of systematic empirical inquiry into 

meaning” (2002, p.5). Denzin and Lincoln (2000) claim that qualitative research 

involves an interpretive and naturalistic approach: “This means that qualitative
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researchers study things in their natural settings, attempting to make sense of, or to 

interpret, phenomena in terms of the meanings people bring to them” (2000, p.3).Some 

researchers opine that the key difference between quantitative methods and qualitative 

research methods is flexibility. For example, Denscombe (2003, pp. 280-282), who 

states that the distinction between both “Relate to treatment of data, rather than the

researchmethods assuch”.  

The degree of flexibility preferred reflects the kind of understanding of a problem the 

researcher is pursuing through the method used. However, it requires a thorough 

understanding of significant questions to ask, the best way to ask them, and a range of 

possible responses. For example, open-ended questions are typically asked in qualitative 

research, as it is not essential for them to be worded in exactly the same way for each 

participant, and participants have the opportunity to respond in more detail using their 

own words.  

In the case of qualitative methods, the relationship between researcher and participant is 

often less formal than it is in the quantitative research. In contrast, with quantitative 

methods, such as surveys and questionnaires, for example, the researchers ask all the 

participants similar questions, in the same order and the participant‟s responses may be

selected from closed or fixed categories. Table 3.3-1 briefly outlines the major 

differences between quantitative and qualitative research methods. 

 

 Quantitative 

 

Qualitative 

 

General framework 

 

 

 

 

 

Seek to confirm hypotheses about 

phenomena. 

 

Instruments use a more rigid style of 

eliciting and categorizing responses 

to questions. 

 

Seek to explore phenomena. 

 

Instruments use more flexible, 

iterative style of eliciting and 

categorizing responses to 

questions. 
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Use highly structured methods such 

as questionnaires, surveys, and 

structured observation 

 

Use semi-structured methods 

such as in-depth interviews, 

focus groups, and participant 

observation. 

Analytical objectives 

 

To quantify variation. 

 

To predict causal relationships. 

 

To describe characteristics of a 

population 

 

To describe variation. 

 

To describe and explain 

relationships. 

 

To describe individual 

experiences. 

 

To describe group norms. 

Question format 

 

Closed-ended 

 

Open-ended 

Data format 

 

Numerical (obtained by assigning 

numerical values to responses). 

Textual (obtained from 

audiotapes, 

Videotapes and field notes). 

Flexibility in study 

design 

 

The study design is stable from 

beginning to end. 

 

Participant responses do not 

influence or determine how and 

which questions researchers ask next. 

 

The study design is subject to 

statistical assumptions and 

conditions. 

 

Some aspects of the study are 

flexible (for example, the 

addition, exclusion, or wording 

of particular interview 

questions). 

 

Participant responses affect 

how and which questions 

researchers ask next. 

 

The study design is iterative, 

i.e.data collection and research 

questions are adjusted 

according to what is learned. 

Table 3.3-1 The major differences between quantitative and qualitative research approach 

 Source: (Mack et al., 2005) 

Having described the two most common research methods in use, and the interpretative 

paradigm, it is important to clarify the extent to which the design of a research study 

requires a choice of research methods and a decision concerning which methods to use. 

According to the research strategy selected, as explained in section 3.4, these may 

include a survey, case study, ethnography, action, experimental methods and grounded 

theory. Denscombe states that, „researchers who adopt the strategy are able to use the

whole range of methods within the strategy; questionnaires, interviews, documents and 

observation‟ (2010,pp.153–234).  
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Having described the essential features of the two main research approaches used in IS, 

i.e. quantitative and qualitative research, it is now possible to move on to consider the 

proposed research approach and offer a justification of it. 

3.3.3 The proposed research approach 

This research will be mainly qualitative, proposing grounded theory in particular 

Straussian approach. Semi-structured interviews are a good way of gathering the 

majority of data required. In section 3.6.2 on the data collection method, the use of an 

interview is justified, while in section 3.3.4, the research approach will be justified. 

Dwivedi et al., (2008, p.11) conducted a study of the terms „adoption‟, „diffusion‟ and

„acceptance‟ in IS, presenting the results of a systematic and comprehensive review of

more than 10,000 publications taken from 19 different peer-reviewed journals during 

the period 1985-2007, by authors/contributors who from an academic background 

(97.11%), and from 163 organisations/institutions contributing one article or more in the 

Journal of Electronic Commerce Research (JECR) from 127 different countries. 

Information system researchers use the three keywords „adoption‟ „acceptance‟ and

„diffusion‟ interchangeably in these publications. Nevertheless, Dwivedi et al., (2008) 

proposes that adoption is the preferred term.  

Table 3.3-2 Qualitative versus Quantitative 

 

Nature of data Count  Percent  

Quantitative  62  44.6%  

Descriptive/Conceptual  60  43.2%  

Qualitative  15  10.8%  

Mixed  2  1.4%  

Total  139  100%  
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In terms of a preferred research paradigm, the positivist approach is currently employed 

much more frequently than both the interpretive and critical approaches. This means 

that those who research adoption and diffusion tend to neglect other paradigms, which 

has implications for researchers. Similarly, Malhotra and Birks (2003) state that the 

utilisation of quantitative techniques and survey research methods, as shown in Table 

3.3-2 (Avison et al., 2008, Chen & Hirschheim, 2004) have dominated research 

published in the JECR concerning adoption and diffusion. For measuring attitude and 

perceptions, quantitative techniques seem to have been preferred over other available 

alternatives across IS disciplines. IS adoption and diffusion research are increasingly 

tending towards an overall homogeneity, which is likely to weaken take up of 

technology research. It is therefore likely that adoption and diffusion research will 

diffuse only within a limited domain, whereas using a diversity of methods might have 

ensured a wider uptake. For this research, the qualitative approach is therefore deemed 

appropriate and more consistent with the purpose of this study. 

3.3.4 Justification for selected research approach 

The aim of this research is to investigate and explore the economic, socio-organisational 

technical, and political factors that may affect the adoption of EPS in the Libyan context 

and to explore how EPS may improve the services provided. Many IS researchers have 

chosen to utilise quantitative approaches within IS research, i.e. Benbasat et al., (1987), 

Orlikowski and Baroudi (1991) and Alkout and Khalfan (2004), however qualitative 

research enables the researcher to consider people‟s attitudes, because they can answer 

questions and provide evidence that the researcher may not understand from the 

literature. The barriers preventing the adoption of EPS require an understanding of the 

perceptions and attitudes of potential users, and so qualitative research is applicable. 
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Furthermore, the research questions can be answered through qualitative enquiry by 

employing grounded theory, which can support access to opinions, perceptions, 

attitudes and thoughts among a specific group of people (see sections 3.4.6 and 3.5). 

Therefore, it is important for the qualitative researcher to insure that the sample group 

of participants have experienced the phenomenon (adoption of EPS), rather than 

recruiting people to the study who may be unable to answer the questions. 

Having discussed the two main methodological approaches (quantitative and 

qualitative) and the three main types of research paradigm, it is important to clarify that 

the design of a research study also requires establishing research methods, and making a 

decision about which methods to use. Therefore, the following section reviews the six 

main research methods used in quantitative and qualitative research. 

3.4 Research methods 

Following above discussion of the two main methodological approaches and the three 

main types of research paradigm, it is important to clarify whether the design of a 

research study requires choice of research methods, and decisions about which methods 

to use. The research method selected might be a survey, case study, ethnography, action, 

experimental, or grounded theory method. Denscombe states, “Researchers who adopt

the strategy are able to use the whole range of methods within the strategy; 

questionnaires, interviews, documents and observation” (2003, pp. 6-7). It is now 

appropriate to review the five main research methods used with IS quantitative and 

qualitative research.  

3.4.1 Survey 

A survey can be used in the collection of data. It involves the same data being collected 

from all participants (Denscombe, 2003, pp. 6-7). Surveys can be used by researchers 
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with very different aims from diverse disciplinary backgrounds. The approach includes 

a variety of methods such as questionnaires and interviews, especially large-scale 

structured interviews, in which emphasis is placed on the quantitative analysis of data 

collected using statistical methods (David & Sutton, 2004).  

The survey seeks to determine and establish a relationship shared between groups of 

respondents, and is therefore able to produce a general statement about involved 

phenomena. A large proportion of research studies rely on quantitative surveys (Avison 

et al., 2008; Chen & Hirschheim 2004; Wareham et al., 2005); however, the present 

study will instead adopt a qualitative method. Therefore, surveys are unsuitable for the 

purposes of this research. 

3.4.2 Case study 

The case study is one of the most common research methodologies in the social 

sciences. It investigates phenomena within the real-life context of a single individual, a 

group, or an event, in order to explore causal relationships and uncover the principles 

underlying them (Alkout & Khalfan, 2004; Yin, 2009; Jon & Greene, 2003, pp. A- 22). 

Case study research is divided into two types; single and multiple case studies. The 

latter can include quantitative evidence based on multiple sources of evidence, and the 

development of theoretical proposals (Yin, 2014, 2009).  

Yin (1994) defines case study research as “an empirical inquiry that investigates a

contemporary phenomenon within its real-life context especially when the boundaries 

between phenomenon and context are not clearly evident” (pp.13). Yin (2009) states

that the case study should not be confused with qualitative research: in fact, it can be 

based on any combination of quantitative and qualitative evidence. Single-subject 

analysis in each individual case study provides a statistical framework for generating 

http://en.wikipedia.org/w/index.php?title=Jon_M._Shepard&action=edit&redlink=1
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conclusions, as it assists in recognising problems in their natural setting. Benbasat et al., 

(1987, p.370) list three significant reasons why the case study method is suitable for 

information systems research: 

1. Researchers can gather data and find evidence from the context then generate 

theories in practice. 

2. The case study method allows researchers to answer 'how' and 'why' questions. 

3. The case study method is an appropriate method to conduct research in an area 

in which few previous studies have been conducted. Case studies use multiple 

methods to gather data and information from one or more person or organisation 

enclosed in the scope of a problem. Benbasat et al., (1987, p.371) identify the 

main characteristics of case studies, as shown in Table 3.4-1. 

 

The main characteristics of case studies 

 The phenomenon is examined in a natural setting; 

 Data is collected by multiple means; 

 One or several entities (person, group, or organisation) are examined; 

 The complexity of the unit is studied intensively; 

 Case studies are more suitable for the exploration, classification and 

hypothetical development stages of the knowledge-building process: the 

investigator should have a receptive attitude towards exploration; 

  No experimental control or manipulation is involved; 

 The investigator may not specify the set of independent and dependent 

variables in advance; 

 The results derived depend heavily on the integrative powers of the 

investigator;  

 Changes in site selection and data collection methods may take place as the 

investigator develops new hypotheses; 

 Case study research is useful when seeking to answer "why" and "how" 
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questions because these deal with operational links to be traced over time 

rather than with frequency or incidence; and 

 The focus is on contemporary events. 

Table 3.4-1 Characteristics of Case Studies 

Case studies might be either positivist or interpretive (Walsham, 1995; Darke et al., 

1998, p.276). The aim of designing and evaluating positivist case studies that they rely 

on standards of natural sciences research carried out through observation, and reliant on 

the ability to generalise (Lee, 1989, p.41). In contrast, interpretive case studies are not 

concerned with repeatability, but are based on principles from the interpretative 

paradigm (Darke et al., 1998). Researchers use a case studies approach to test existing 

theory and to create and develop new theories (Yin, 1994; Darke et al., 1998). 

The purpose of this study is to investigate and explore economic, socio-organisational, 

technical, and political factors that may affect the adoption of EPS in a Libyan context 

and how EPS will improve the services provided. Due to a lack of previous studies 

addressing this phenomenon, which is both complex and contemporary, the case study 

method may be appropriate, as stated by Yin (1994), and Benbasat et al., (1987). 

Reasonably, this gives the researcher the opportunity to explore people's attitudes, 

perceptions and experiences in relation to an issue; thereby, allowing new issues to 

emerge. In contrast, a quantitative survey can only offer answers to questions that are 

predetermined by the researcher based on existing literature. Moreover, the objective of 

such research is to understand rather than to quantify phenomena. However, by using 

the case study method, a researcher can collect data from different sources from 

participants (at both the organisational and client levels), as Yin proposed. 



 

50 
 

 

3.4.3 Ethnographic research 

This is a qualitative method frequently employed by researchers in the social sciences, 

particularly in anthropology and sociology. It is regularly used to gather empirical data 

on human cultures, and involves the ethnographer spending considerable time in the 

field, in many cases monitoring participants through interviews and questionnaires 

(Schensul, et al., 2013; Myers and Avison, 2002). For example, in the design and 

evaluation of IS some collaborative research work has taken place between 

ethnographers and designers on the one hand, and computer scientists, IS professionals 

and engineers on the other (Myers and Avison, 2002).  

To achieve such cooperation the researcher needs to select an appropriate organisation, 

in which the research problem is interesting, and where he can build a high level of trust 

with those with whom he wants to interact in order to collect the required data. 

Ethnography aims to describe the nature of people as studied through writing (Phillip, 

2005, pp. 2-3, 16-17, and 34-44). 

Ethnography may is not suitable for this research due to the limited time available for 

the study. Ethnographic research requires the researcher to give considerable time to 

developing relationships with participants in order to prepare them for accepting an in 

depth investigation and scrutiny. With regard to the time required for the collection of 

data and the implementation of many levels of interpretive analysis (that focus on 

understanding and interpreting observations) it is not unlike participant observation.  

The main difference between a case study and ethnographic research is the role of the 

researcher, who in the latter approach, immerses himself or herself in the lives of the 

social group under investigation (Myers & Klein, 1999). The case study method, 

however, by contrast, does not necessitate such immersion, but instead requires other 
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sources of data, such as documentary sources. Besides the time limitations, there is 

another reason why an ethnographic approach is not suitable for this study. This is 

because the aim of the research is to understand and explore factors and barriers that 

might affect the adoption of EPS in a Libyan context, rather than to observe or monitor 

theparticipants‟ actions.  

3.4.4 Action research 

Action research is a method that assumes that the research itself, as well as the 

researcher, is subject to change in the existing social world. Action research aims to 

intervene in a problem situation to improve the way that issues are addressed, problems 

solved and results monitored. Large organisations may undertake action research to 

guide them to improve their strategies, and the knowledge-base upon which they 

practice. Consequently, it has two main goals: to resolve a given problem, and to 

contribute to science by altering the social environment (Collis and Hussey, 2003, 

2009).  

Action research seeks to acquire a subjective understanding of action and to use that 

understanding to improve or solve a problem situation. Nevertheless, Myers (1997, 

pp.1-2) stated that action research is not only an approach to problem-solving, but it 

also seeks to add to the body of knowledge within the social sciences. There is some 

criticism, however, with regard to the level of collaboration entailed in this method 

between the researchers and practitioners participating in the research. It is argued that 

this can compromise the nature of the investigative inquiry, and the method may 

therefore be considered similar to methods used by a research consultancy or even 

journalists (Gummesson, 1991). 
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3.4.5 Experiments 

Experiments are conducted in the laboratory in a normal way, permitting significant 

control by allowing the researcher to eliminate certain variables or maintain one or more 

variables as constant. Experimental methods are unlikely to fit the aims of this research, 

because they permit the determination of causal relationships. The objective is to work 

with independent variables to monitor the impact on one or more dependent variables 

(Yin, 2014; Collis & Hussey, 2003). Moreover, criticism of this method comprises the 

claim that laboratory settings do not reflect the authentic environment, and that there is 

a lack of realism when focusing narrowly on some variables (Collis & Hussey, 2003). 

This means the experiments are unsuitable for the purpose of this research. 

3.4.6 Grounded Theory and its justification for selected research methodology 

Grounded Theory is a qualitative research method developed by Glaser and Strauss 

(1967) for use in the health sciences. However, it has been used by many IS researchers 

since the beginning of the 1990s, such as Coleman andO‟Connor (2007, pp. 654–667), 

Allan (2003, pp. 1–10), and Orlikowski (1993, pp. 309–340). As there is a commonly 

held belief that it is a dependable method to apply to investigate socio-organisational 

phenomena, it remains comparatively novel in this field (Hughes & Jones, 2003, pp.19–

21) following its introduction by Glaser and Strauss in 1967. 

Grounded theory is based on the systematic collection and analysis of data (Myers &  

 Avison, 2002), which utilizes a set of procedures for establishing the foundations of a 

theory derived inductively from the phenomenon. Strauss and Corbin define it thus, 

„Qualitative research method that uses a systematic set of procedures to develop an

inductively derived grounded theory about a phenomenon‟ (1990, p. 24). In chapters
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four and five, the researcher highlights the implementation of grounded theory as it 

applies in this research. 

In this case study, the grounded theory method is an appropriate research method for 

exploring and investigating participants‟ views, opinions and perspectives concerning

the adoption of EPS in a Libyan context, for a number of different reasons. Firstly, it a 

useful method for assisting the researcher to create a model with which to identify the 

factors‟ effects on the adoption of EPS in Libya. Secondly, it allows the generation of 

concepts and categories that help the researcher to develop theory, and thirdly, it 

provides the researcher with flexibility for updating interview questions in order to 

identify new and emergent issues.  

The main difference between grounded theory and other research approaches is its 

specific development of theory, suggesting a constant interaction between the stages of 

data collection and analysis of data (Smith, 2000; Myers and Avison, 2002). Glaser and 

Strauss (1967) suggested that a researcher using grounded theory should approach a 

research setting without preformed ideas. A long period of time is required to collect 

data from the outset and without any theory in mind. However, in some contexts this 

might be difficult; for example, Allan (2003) states that there must be an agenda for a 

research interview held in industrial and commercial organisations, where busy 

personnel expect to have an agenda for meetings and a researcher is required to clearly 

identify their topics. 

There is a debate between researchers wishing to employ the grounded theory method 

regarding their different styles of applying it (Fernandez, 2004, pp.110-119; Smith and 

Bryant, 2000). A researcher‟s academic background and experience, as well as the 
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characteristics of the project, may predispose them to choose one grounded approach 

over another. Onion (2006, pp. 8-9) highlights the main differences between a Glaserian 

approach and a Straussian approach, to help other researchers to avoid conflict by 

providing a useful tool in the selection and description of the most appropriate 

approach, as shown in Table 3.4-2. 

 

Glaserian Approach  Straussian Approach 
 

Beginning with general wonderment (an 
empty mind). 

Having a general idea of where to begin. 
 

 

Emerging theory, with neutral 
questions. 

Forcing theory, with structured questions. 
 

 

Development of a conceptual theory 
(Abstraction of time, people and place). 
 

Conceptual description (description of situations). 

The theory is grounded in the data. The theory is interpreted by the observer.  

Inductive method. 
 

Inductive-deductive method.  

The researcher is passive, exhibiting 
disciplined restraint. 
 

The researcher is active. 
 

 

Data reveals the theory. Data is structured to reveal the theory. 
 

 

Coding is less rigorous, a constant 
comparison of incident to incident, with 
neutral questions and categories and 
properties evolving. Take care not to 
„over-conceptualise‟,identify key
points. 

Coding is more rigorous and defined by technique. 
The nature of making comparisons varies with the 
coding technique. Labels are carefully crafted at 
thetime.Codesarederivedfrom„micro-analysis, 
which consists of analysis data word-by-word‟. 

 

Two coding phases or types, simple 
(fracture the data then conceptually 
group it) and substantive (open or 
selective, to produce categories and 
properties). 

Three types of coding are, open(identifying, 
naming, categorising and describing phenomena), 
axial (the process of relating codes to each other), 
and selective (choosing a core category and 
relating other categories to that) 

 

Regardedbysomeastheonly „true‟
Grounded Theory Methodology (GTM). 

Regarded by some as a form of qualitative data 
analysis (QDA). 

 

Table 3.4-2 Grounded theory variants 

 

There are some similarities between the Glaserian and the Straussian approach in 

qualitative research, such as theoretical sampling, phenomenology, theoretical 
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saturation and constant comparison, because all assist the researcher to understand the 

research problem, cover data related to the research, the code data, develop and emerge 

theory (Glaser and Strauss, 1967; Strauss and Corbin, 1990). 

3.5 Grounded Theory Techniques 

There are various techniques that can be utilised in qualitative research in the case of 

both Glaserian and Straussian approaches; i.e. theoretical sampling, phenomenology, 

theoretical saturation and constant comparison. All these methods assist the researcher 

in terms of understanding the research problem, covering data related to the research, 

coding data, and developing an emerging theory (Glaser &Strauss, 1967; Strauss & 

Corbin, 1990).  

3.5.1 Theoretical Sampling 

Theoretical sampling is associated with the new data to be collected, and explains where 

it can be found to ensure a theory can be devised and subsequently direct the researcher 

to gathering further samples (Glaser & Strauss, 1967; Strauss & Corbin, 1998; Douglas, 

2003; Strauss & Corbin, 1990, p.176).  

Charmaz (2006) argues that theoretical samples are best used when concepts have 

emerged. Data collection is initiated with professionals, experienced in the phenomena 

under investigation, which helps them to develop concepts and meaning. Theoretical 

sampling is used to generate more data to confirm and disprove original categories. 

3.5.2 Theoretical Saturation 

Strauss and Corbin (1990, 1998) state that data collection continues until no new 

concepts, new categories or incidents are generated. In other words, when theoretical 

saturation is reached with theoretical sampling. The process of data analysis can be 
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achieved when all categories are saturated (Glaser, 1978, pp. 124–126; Glaser & 

Strauss, 1967, pp. 61–62, 111–112; Strauss & Corbin, 1990, p.188). In the context of 

grounded theory, sample size continues to be expanded by the researcher until the data 

gathered from interviews is found to be repetitive (Glaser & Strauss, 1967; Strauss & 

Corbin, 1998; Douglas, 2003; Goulding, 2002; Locke, 2001; Jones & Noble, 2007). 

Thus, the basis of analysis in grounded theory research depends on concepts that 

emerged during the process of data analysis, meaning that sampling is based on 

concepts with a verified theoretical significance affecting evolving theory (Bloor & 

Wood, 2006).  

3.5.3 Constant Comparison 

Charmez (2006) states that the core element of grounded theory is constant comparison, 

being a process through which variation in categories is identified by continuously 

comparing instances of data labelled under a particular category with other instances of 

data within the same category; this helps to examine whether such categories are 

appropriate and workable (Urquhart, 2001, 2013). In other words, the constant 

comparative method is supportive of the theory that is subsequently generated. In 

addition, memos are an important step, employed between coding and writing the 

researchers‟ reflections andannotations ofthedata(Charmaz, 2012).  

3.5.4 Memos 

Memos should be dated and linked to places in field notes, case analysis discussion, 

case summaries, codes and documents, etc. (Charmaz, 2014). According to Glaser 

(1987) the memo is defined as “… the theorizingwrite-up of ideas about codes and their 

relationships as they strike the analyst while coding… it can be a sentence, a paragraph
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or a few pages… it exhausts the analysts momentary ideation based on data with 

perhaps alittle conceptual elaboration” (pp.83-84). 

 

Having described the essential features of the five main strategies used in IS, i.e. 

quantitative and qualitative research, and assessed some of the major criticisms of them; 

it is now possible to move on to a consideration of the techniques used for data 

collection in the current research. 

3.6 Data collection methods 

This section will outline the different data collection methods employed to support 

qualitative research methods, such as interviews, questionnaires and observations. For 

example, it may not be possible to obtain participants‟ thoughts or perceptions about the

adoption of EPS by observing them. The method of data collection must be suited to the 

nature of the research questions. 

3.6.1 Questionnaires 

A questionnaire is defined by Oates as “A set of questions (sometimes called items),

assembled in pre-determined order; respondents are asked to answer the questions, thus 

providing the researcher with datathat cananalysed andinterpreted” (2006,p.219). 

Questionnaires are often associated with a survey research strategy and one of the more 

popular survey methods is the postal questionnaire, which involves sending self-

completed questionnaires to the addresses of suitable participants within a particular 

area (Denscombe, 2003, pp.7-8; Pickard, 2013). Denscombe (2003) also identifies a 

number of research situations that would lead to the „right kind‟ of questionnaire

survey. One of them is a case in which the investigation requires information from a 
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large number of respondents within a particular area over a relatively flexible time 

period, gathering results by testing, posting, collecting questionnaires and then 

analysing the data (Denscombe, 2003, p.145). 

A questionnaire can be designed and evaluated by experts to generate two types of data: 

factual data (for example, date of birth, number of children, etc.) and opinion (for 

example, what the participants think about a research problem, an information system, 

etc.). Although both kinds of question may appear within a single questionnaire, the 

researcher must also determine the kind of data each question will gather (Oates, 2006, 

pp.222-226). Questions can also be classified into open questions (open-ended), which 

allow the participants to decide what kind of answers to give, and closed questions 

(close-ended), which force the participants to select from multiple-choice answers that 

are pre-defined (Oates, 2006, pp.222-223). 

3.6.2 Interview 

Interviews can be classified in two ways: according to their form that is, whether they 

are structured, semi-structured or unstructured; or according to the method of 

administration; for example, face to face, telephone and Internet interviews. Denscombe 

(2003, pp.166-167) illustrates the distinction between structured, semi-structured and 

unstructured interviews.  

In the case of structured interviews, Denscombe (2010) explains, the level of control 

over the format of questions and answers is similar to that in questionnaires - that is, 

they include a list of questions conducted face to face in an ordered style with 

predetermined answer options. An intention to achieve standardisation supports the 

choice of a structured interview, given that participants receive identical questions and a 

range of pre-coded answers, meaning the provision of quantitative data that is analysed 
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relatively easily using any kind of statistical method. Moreover, regarding semi-

structured and unstructured interviews, the order of questions is flexible, to give the 

interviewees the opportunity to speak freely about the investigated issue and therefore 

enhance discussion and deep insights into the topic.   

The unstructured interview allows interviewees to develop their ideas regarding the 

topic being investigated without a strict format. Denscombe (2003, pp. 8-9) reports that 

the most popular form of interview is the face to face interview, in which questions are 

asked and answered by direct contact between the researcher and respondent. The 

response rate in this form of interview would in fact be arguably higher than that of 

other types, with candidates carefully selected according to gender, age, and cultural 

background. 

The qualitative approach is used to explore issues, understand phenomena and answer 

questions in a context-specific setting, a "real world setting where the researcher does 

not attempt to manipulate the phenomenon of interest" (Patton, 2002, p. 39, as cited in 

Aguirre et al., 2014). It seeks out the why, not the how of the subject , through analysis 

of unstructured information, such as interview texts, recordings, e-mail messages, notes 

and feedback forms, pictures and videos; unlike quantitative research, which relies upon 

numbers or statistics to reach conclusions (Hoepfl, 1997). 

The semi-structured interview is the most adequate tool and is appropriate for the 

purposes of this research; it allows participants to express their opinions, concerns and 

feelings about factors and barriers that might affect the adoption of EPS. Moreover, the 

order of questions can vary depending on the nature of the conversation. Additional 

questions may be needed to explore the research questions. The nature of the questions 
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and the discussion that follows means that any data collected will be recorded by tape, 

digitally or noted by hand. 

3.6.3 Observations 

Gorman and Clayton define observational studies as those that "involve the systematic 

recording of observable phenomena or behaviour in a natural setting" (2005, p. 40). 

However, observation is a complex research method, requiring the researcher to play a 

number of roles, and use a number of techniques to collect data. The most significant 

distinction for a practitioner-researcher is between participant and non-participant 

observations. Participant observation has been particularly successful in social sciences, 

as it seeks to understand the culture and process of groups being investigated in cases 

where a researcher would normally not be permitted access. Denscombe notes that: “A

classic definition of participant observation spells out the crucial characteristic of this 

approach, and the things which distinguish it from systematic observation.” (2003, p.

200).Non-participant observation, by contrast, means that the observer attempts to 

observe people without interacting. 

This kind of data collection method, involving observing or recording a participant‟s

actions may not be suited to the purposes of this research, because the objective of the 

research questions is to investigate and explore factors and barriers that might affect the 

adoption of EPS in Libya. It considers how to overcome those barriers, rather than 

observing the actions or behaviour of participants. 

3.7 Summary and conclusion 

The aim of this chapter was to provide information concerning quantitative and 

qualitative research methods, research methods and data collection methods. It suggests 
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and provides a justification for an appropriate interpretative paradigm, research 

methodology, and data collection techniques that will be applied within this study.  
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4 The design of pilot study and Empirical research 

4.1 Introduction 

This chapter discusses the main issues pertaining to the design of the pilot and full 

study. In relation to the context of the current work, it considers all issues and factors 

discussed and explained previously, to help determine a suitable sample size for the 

purpose of this research, as explained in section 4.5.1 of the pilot study and 4.5.5 of the 

full study. The analytical procedure was performed in parallel with data collected during 

the pilot study stage as illustrated in 4.5.2 and the full study is explained in more detail 

in chapter 5, in sections 5.4, and chapter 6, in specific 6.2.1 to 6.4. It is based on a 

Straussian approach, which encompasses three stages of coding, including open, axial 

and selective. This chapter begins by providing definitions of the term „pilot study‟ and

discussing its processes. It is then followed by sections 4.3 and 4.4, which highlight and 

provide information related to stakeholders who chosen for the purpose of the research. 

After the interview questions are reviewed, and based on the results of the pilot study, 

the researcher amended and enhanced their clarity to cover all the important issues 

raised when conducting the pilot study as explained in section 4.5.3. Before illustrating 

the main issues of relevance to the pilot study, it is first necessary to define related 

concepts, in particular category coding and protocol, as defined by Strauss and Corbin. 

Concepts: Conceptual labels placed on discrete happening, events and other 

instances of phenomena. 

Category: A classification of concepts. This classification is discovered when 

concepts are compared one against another and appear to pertain to a similar 
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phenomenon. Thus, the concepts are grouped together under a higher order, 

more abstract concept called a category. 

Coding: The process of analysing data. 

(Strauss & Corbin, 1990, p.61). 

 Protocol: This term is used to imply a broader set of procedures and queries 

 than the classic instrument. (Yin, 2011, p. 102) 

4.2 Pilot Study Definition 

A pilot study or pre-test gathers preliminary information intended to fit the proposed 

research instrument (Merriam, 2014; De Vos, 2002, pp. 409–418). It allows essential 

adjustments to the research instrument in advance of a full-scale inquiry, as well as 

verifying feasibility and improving quality and efficiency (Jairath et al., 2000; Prescott 

& Soeken, 1989; Van Teijlingen & Hundley, 2002, p.1). In other words, a pilot study 

can reveal any shortcomings in design or test procedures proposed in earlier studies so 

that issues can be addressed before proceeding with a large-scale investigation. A good 

research strategy requires cautious planning, which can be a benefit of a pilot study 

(Bryman, 2001, pp.247–248). In this research, the pilot study investigates and explores 

those factors affecting the adoption of EPS by telecommunication companies in Tripoli-

Libya using interviews. These will be subsequently refined as necessary before the full 

empirical study is conducted. 

Having offered a definition of the term „pilot study‟ it is necessary to explain what does 

mean the stakeholder and who are they, the following sections 4.3 and 4.4 will highlight 

and provide the information related to stakeholder who are chosen for the purpose of 

this research. 
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4.3 What is a stakeholder? 

It is important at this point in this study, to explain the meaning of „stakeholder‟ in the

research context. The Standard Research Institute (SRI) defined stakeholders in 1963 as: 

“Those groups without whose support the organization would cease to exist”. Freeman

(2004) argues that the stakeholders are people who play an important role in the success 

of an organisation. Sangle (2010) argued that the capability to manage groups of 

stakeholders is strongly linked to satisfaction with corporate social responsibility. 

Academic researchers prefer to use Freeman‟s (1984) definition; he defines a 

stakeholder as “Any group or an individual who can affect or is affected by the

achievement of the organisation‟s objectives”. Friedman (2006) claimed that this

definition is more appropriate and balanced than the SRI one. Friedman is supported 

here as his adoption of the SRI definition in regards to defining a stakeholder. 

Therefore, it is important in the following section to identify the stakeholders chosen for 

the purpose of the current research.  

4.4 Who are the stakeholders? 

As mentioned previously in section 4.3, stakeholders include individuals and groups 

that affect and are affected by the work of an organisation. In this section, it is necessary 

to identify the major groups of stakeholders pertinent to this research. Moreover, the 

common means of differentiating between diverse types of stakeholders is to consider 

classifying the groups of people who have a relationship with the organisation. 

According toFriedman‟s (2006)definition, the main groups of stakeholders are: 

 Customers; 

 Employees; 

 Local communities; 
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 Suppliers and distributors; and 

 Shareholders. 

The researcher identifies the stakeholders for the purpose of this research as follows: 

customers (Libyan individuals), telecommunication companies (staff and top 

management), banks (local Libyan and international banks), sellers, the Libyan 

government and intermediate companies (e.g. Visa, MasterCard and other credit cards). 

The respondents were drawn from all these stakeholder groups, and every respondent as 

assigned a different code for the purpose of data analysis, to make it easier for the 

reader to understand and follow, as shown in the following Table 4.4-1. 

Administration of the branches of Bank of Republic (staff) (RES99) 

Customer 1 (RES91) 

Customer 2 (RES93) 

Customer 3 (RES106) 

Customer 4 (RES107) 

Customer 5 (RES108) 

Customer 6 (RES109) 

Customer 7 (RES114) 

Customer 8 (RES115) 

Customer 9 (RES116) 

Department of Information Technology (staff) (RES296) 

Department of Information Technology(staff) (RES196) 

Deputy of Director of Administrative Affairs at the Libya Telecom & 

Technology Company  

(RES111) 

Director of Administrative Affairs at the Alamadar Aljadid of Mobile Phones 

Company  

(RES113) 

Director of business commercial  (RES92) 

Director of Financial Management and Accounting  (RES94) 

Director of Human Resources  (RES89) 

Director of Information Management at the Ministry of Communications  (RES105) 

Director ofInformationTechnologyatthePrime Minister‟soffice  (RES102) 

Director of Islamic banking, at the Bank of Republic (RES100) 

Director of the Department of Information Technology (RES95) 

Head of central network Unit (RES90) 

Head of Finance Department Administration of the branches of Bank of 

Republic at the Libya Telecom & Technology Company  

(RES112) 
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Head of Information Technology unit at Libyana Mobile phones company (RES101) 

Head of web service unit (RES88) 

Head of Web Services Department in Commercial Administration at the Libya 

Telecom & Technology Company 

(RES110) 

Undersecretary of the Ministry of Communications  (RES104) 

Web service (staff) (RES87) 

Table 4.4-1 References for each respondent 

4.5 Interview protocols for the pilot and empirical study 

In line with the research design human interaction was crucial to data collection; thus, 

the researcher had to consider research ethics. The researcher applied the following 

guidelines prior to initiating the pilot study: 

 EthicsapprovalwasobtainedfromtheFaculty‟sHumanResearchEthics

Committee (see Appendix A). 

 The time, date and place of the interviews were arranged with the participants. 

 The respondents were shown an official letter obtained from the university 

declaring that data to be collected was for academic purposes. 

 The aims of the research were conveyed to the respondents.  

 A brief introduction about the research was given to the respondents 

 A digital recorder was used with the permission of respondents. 

 A set of questions was used during the interviews (see Appendix C for 

organisations and Appendix D for customer interviews).  

 The Arabic voice dialogue was converted into Arabic text and then translated 

into English. 

 The transcription and translation processes involved two professionals (Arabic 

and English native speakers) who verified the meaning of both versions. 

Table 4.5-1 Guidelines prior to starting the pilot study 

The next section will describe the pilot study and what was expected to be derived from 

it. 

4.5.1 Sample size of the pilot study and its process 

An important factor to take into account before starting this research was to choose a 

sample whose members could respond to the interview questions and who had 

experience of EPS. This meant it was necessary to include individuals and senior 

managers from different departments within telecommunication companies, government 
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and banks. In an attempt to investigate and explore the factors affecting the adoption of 

EPS in Libya, this research, at the MPhil stage, utilised a pilot study across 

telecommunication companies in Libya in September 2010. The researcher interviewed 

seven people (face-to-face) in their offices during the pilot process. Some members of 

sample worked for different companies within the communications sector. Those that 

were employed by the same company worked in different departments. Three out of 

seven participants were customers of the telecommunications service. The remaining 

four were senior managers employed by national Libyan mobile operator companies. 

These were the Director of Administrative Affairs (The Alamadar Aljadid of Mobile 

Phones Company); the Head of the Finance Department; the Head of the Web Services 

Department in Commercial Administration; the Deputy of Director of Administrative 

Affairs of the Libya Telecom & Technology Company.  

The sample was suitable for this research for two reasons. First, the study explores 

different attitudes from both the organisational and customers‟ perspectives, while at the

same time addressing the effects of economic, socio-organisational, technical, and 

political factors and the interrelationship between them and their mutual impact; as well 

as the influences that may lead to the adoption of EPS in Libya. Secondly, Libya is in 

the process of developing and enhancing its telecommunications sector, which in turn 

will affect its national economic development. These issues provide impetus to analyse, 

explore, and investigate the socio-organisational, technical, political, and economic 

factors affecting the adoption of EPS in Libya, and importantly the relationship between 

these factors. By doing so, the successful adoption of EPS will direct decision makers in 

Libya to facilitate EPS adoption. 
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The process of data analysis in pilot and empirical studies is guided by grounded theory 

techniques, and the development of codes, as explained and discussed in chapter 5. The 

following section highlights the pilot study analysis and the relationship between the 

factors emerging from the pilot study, and those found in the literature. 

4.5.2 Pilot study analysis 

According to Batista Nunez et al., (2010), the pilot stage of a study should be 

considered in the research design, specifically when collecting information and creating 

categories that reflect the context to support the further development of theory building. 

The pilot study should inform the research processes, primarily focusing on the 

phenomenon to be addressed. This means, open coding and axial coding in the pilot 

study should result in emergent categories that explain the context, in a manner 

consistent with the data analysis method, as explained in section 5.45.4. On the other 

hand, open coding determined the main procedures and categories that support the 

understanding and development of integrated theoretical explanations for the 

phenomenon being studied. In this case, the pilot study also facilitated the identification 

of initial categories for use in the design of the interview scripts for the next stage of the 

empirical study (see section 5.4.2). 

As mentioned in section 4.2, the aim of the pilot study is primarily to test and refine the 

research questions. However, the data analysis procedures were also piloted, allowing 

the researcher to identify and describe the codes emerging from the transcriptions. The 

process of data analysis is guided by grounded theory techniques, and the development 

of codes as explained and discussed in chapter 5.  
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During the development of grounded theory procedures and techniques, as explained in 

chapter six, it became noticeable that there were socio-organisational, political, 

technical, and economic factors affected EPS adoption in Libya. It is useful to analyse 

the pilot study data in relation to the literature, to review these considerations. 

Customers‟ attitudes toward the adoption of EPS influence economic factors and their

sub-categories via other variables. For example, age-grading especially for young 

people, is influenced by the amount of knowledge they obtain (Al-Mabrouk & Soar, 

2009). Moreover, this factor (age-grading) is indirectly influenced by economic factors, 

in response to standard of living and internet penetration, and also in terms of the 

quality and availability of employment, income, quality of education level, cost of 

goods, economic and political stability, etc. (Baptista, 2000; Mahadevan & Suardi, 

2012). Furthermore, customer awareness of the use of EPS is affected by customer‟s

degree of experience using it (Amedu, 2005; Ayo 2001; Central Bank of Nigeria 

Website, 2010; Wellenius et al., 2004; Al-Mabrouk & Soar, 2009). Resistance to 

change amongst staff may arise because of lack of experience, and have a significant 

influence altering top management attitudes toward telecommunications companies. 

Resistance to change could also influence economic factors (Ginige et al., 2001). 

Staff will express different views and opinions about EPS, and it is recognised that this 

may affect other factors, such as, cooperation between the government, banks and the 

customer, which in turn may be influenced by economic factors. This means that 

cooperation will not occur if institutions have no experience or awareness of EPS 

(Simpson, 2004; Mann, 2004; Rosen, 2001; Zulhunda et al., 2011). 
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Research has shown that in the absence of factors related to social change, companies 

will not offer EPS as the only means of payment on their websites, as customers are 

concerned with security (Abukhzam & Lee, 2010; O'Mahony et al., 2002; Swaminathan 

et al., 1999; Rose, 1999; Swatman, 1997; Havinga et al., 1996). In addition, customers 

who refuse to utilise such a system or accept its role often do so because of social and 

economic factors related to acceptability. Furthermore, customer attitude (as a category) 

(see chapter six for data analysis) is affected by the existence of convenience and ease 

of use when adopting EPS, which is in turn directly affected by economic factors 

(Davis, 1989; Djamasbi et al., 2010; Ullah et al., 2013; Abukhzam & Lee, 2010; 

Wright, 2002). Table 4.5-2 explains therespondents‟ codes. 

 
P1: The Head of Web Services Department in Commercial Administration at the Libya Telecom 
& Technology Company. 
P2: The Deputy of Director of Administrative Affairs at the Libya Telecom & Technology 
Company 
P3: The Head of Finance Department at the Libya Telecom & Technology Company 
P4: The Director of Administrative Affairs at the Alamadar Aljadid of Mobile Phones Company 
P5: A customer 
P6: A Customer 
P7: A Customer 
 

Table 4.5-2 Respondents‟ codes(pilot study results) 

 

Table 4.5-3 (below) summarises factors that emerged from the pilot study, and where 

concepts were systematically linked by an on-going analysis of the codes with those in 

the literature review.  
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Literature factors Pilot study’ finding 

1) Economic 

factors 

Source Participants' 

response 

Source 

(Participants  

number ) 

Perceived benefits 

 

(Kurnia & Johnston, 2001;  

Sangjae, 2006; Agarwal et al., 

2009) 

Perceived benefits 
from adopting the 

EPS  

(P2, P4, P5, 

P6, and P7) 

Cooperation with 

External Entities  

 

(Simpson, 2004; Mann, 2004; 
Rosen, 2001; Zulhunda et al., 

2011) 

The cooperation 
must be between 
commercial banks, 
the state, 
telecommunication 
companies and 
companies who are 

responsible for 

delivery the 

systems. 

(P1, P2, P3, 

P5, P7) 

Cost of Internet  

 

(Baptista, 2000; SMEDAN, 

2009) 

Internet access 

prices  

 

(P1, P2, P3, 

P4, P5, P6, P7) 

Mutuality of 
Stakeholder 

Benefits  

 

(Oh & Kurnia, 2006; Shalaby, 

2006) 

Any application 
across the internet 
will contribute to 
increase the number 
of customers. It will 
contribute to the 
increase of 
corporate income 
by increasing the 
number of 
customers; the 
micro-projects 
support the major 

ones 

(P5, P6, P7) 

Emerged from 

pilot study 

Standard of Living  (P6) 
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2) Socio-

organisational 

Factors 

 

Source Participants’ 

responses 

Source 

(Participants  

number ) 

Resistance to 

Change  

 

(Ginige et al., 2001; 

Zulhunda et al., 2011) 

Change 
management, 
identifying the 
reasons for 
resistance to change 
and the degree of 

resistance  

(P1, P6) 

Awareness of EPS  

 

(Amedu, 2005; Ayo 2001; 

Central Bank of Nigeria 

Website, 2010; 

Wellenius et al., 2004; Al-

Mabrouk &Soar, 

2009) 

Spread awareness 
among people; lack 
of a plan for the 
present situation; 
awareness about 
Islamic transaction 

process  

(P2, P5, P6, 

P7) 

Demography  

 

 

(Al-Mabrouk & Soar, 2009) Participants‟
practices and 
international 
experience; 
knowledge and 
background about 
EPS; understanding 
the new technology; 

education level  

(P1 P2, P3, P4, 

P5, P6, P7) 

3)Political Factors 

 

Source Participants’ 

responses 

Source 

(Participants  

number ) 

Legal framework 

and laws  

 

(Alev &Vincent, 2004; Adam, 

2008; Azab et al., 2009) 

Lack of a legal 
framework and 
laws; lack of 
creating laws and 
regulations 

(P1, P2, P7) 

Political power  

 

(Vatiero, 2009; Ihugba et al. 

2013; Wellenius, 2004) 

Lack of political 

support  

(P1, P2, P3, 

P4, P5, P6) 
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4)Technical and 

System Quality 

Factors 

 

Source Participants’ 

responses 

Source 

(Participants  

number ) 

Security  (O'Mahony et al., 2002; 
Havinga et al., 1996; 
Swatman, 1997; Abukhzam 

&Lee, 2010) 

Lack of security; 

fraud from hackers  

(P1, P2, P3, 

P4) 

Trust  (Abukhzam, 2010, p.2; 
Swaminathan et al., 1999; 

Rose, 1999) 

Lack of trust; afraid 
of the EPS  

(P1, P4) 

Reliability of the 

EPS 

(Turban, 2002; Hunaiti et al., 

2009) 

Lack reliability of 
EPS; companies are 
still using cash 

payments  

(P1, P2, P3, 

P4, P5, P6) 

Acceptability  

 

 

(Kousaridas et al., 2008; 
Amedu, 2005; Worthington et 

al, 1995) 

Lack of online 
services, EPS is not 
adopted in Libya; 
availability is one of 
the factors that 
assist in accepting 
EPS; post-coding 
does exist in Libya, 
lack of technical 
infrastructure and 
system quality 

issues  

(P1, P3, P4, 
P6, P7). 

Ease of Use 

 

 

 

(Davis 1989; Djamasbi et al., 
2010; Abukhzam & Lee, 

2010) 

Ease of handling 
this kind of service 
at any time, which 
provides service to 
all customers at any 
time 
; the electronic 
payment system 
will facilitate the 
payment process 
without using cash 
payment, and 
simply using this 
service at any time 

and or , any place 

(P2, P3, P7) 

Accessibility  (Coopers & Zmud, 1990; 
Ullah et al., 2013; Abukhzam 
& Lee, 2010; Libyan 

Economic Forum, 2008) 

Lack of 
communication 
between a service 
companies; 
availability the 

(P5) 
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service  

Convenience  (Wright, 2002; Cheng et al., 

2011; Fung et al., 2014) 

Bank of Commerce 
and Development is 
one of the banks 
which gives the 
Almadar‟sMobile
Phone Company 
staff the use of pre-
paid cards by 
phone, that means 
they can use this 
service at anytime 
and anywhere,  
Using the electronic 
payment system 
will allow the 
customer to buy 
online at any time 

with confidence 

(P2, P3, P5, 

P6) 

Table 4.5-3 Pilot study findings 

The researcher reviewed the underlined words from the respondents‟ excerpts

specifically to refer to certain concepts. For example, the respondents referred to the 

steps the company would consider taking to ensure acceptance of EPS. For example,  

“Telecommunication companies must follow the Ministry of Communications‟ 

guideline, which means that there should be a link between enacting laws and 

regulating the system.” (RES110, 20+). 

Political support was extracted as a code for the above concept, as a result the security 

codetaken from the sixth respondent‟s response asfollows. 

“At the moment, in spite of problems there are new modern methods of protection 

available; it is possible to have this system with greater safety and security.” 

(RES109, 40+). 
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Throughout this process, data was broken down and codes assigned. The researcher 

then grouped these into categories, as shown in chapter five, according to their 

properties and dimensions. For example, each category has many properties; i.e. under 

the category „customers‟ attitudes‟, experience and knowledge are included as codes,

each of which can be further broken down into different dimensions. Meanwhile, the 

dimension of experience might be represented as people with experience relating to the 

use of EPS and its application. For example: 

I have bought tickets online from international airlines using my Visa card. 

As mentioned in chapter six, analysis of the collected data covers every subcategory 

(codes) linked to other categories through the paradigm model in a set of relationships 

denoting casual conditions, phenomena, contexts, intervening conditions, 

action/interactions and consequences, through the frame of generic relationships. The 

final step in an analysis involves creating a core category by implementing a paradigm 

model and validating relationships with literature. 

The following section provides an overview and justification for the full study the light 

of the pilot study findings. 

4.5.3 Refining the interview questions 

 After the interview questions had been reviewed based on the outcomes of the pilot 

study, the researcher amended and enhanced their clarity to cover new factors (See 

appendix H and I). These new factors were standard of living (see Q8 in appendix C and 

D), the current political situation in Libya (see Q13 in appendix C and D) and 

stakeholders (see Q10 in appendix C and D),as shown by the following question.  
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Q8) How can the adoption of an E-payment system within telecommunications 

companies affect the standard of living in terms of the quality and availability of 

employment, income, quality of education, cost of goods, economic and political 

stability and others? Please explain. 

Q10) Explain the role of: 

A)Cooperation among stakeholders (customers (Libyan individuals), 

telecommunication companies (staff and top management), banks (local Libyan 

and international banks), sellers, the Libyan government and intermediate 

companies (e.g., Visa, MasterCard and other credit cards) in the case of an E-

payment system adopted in Libya. 

B) Who is/are the stakeholder/s expected to receive benefits from the adoption of 

an electronic payment system in Libya? 

Q13) In your opinion, how does the political unrest in Libya since February 

2011 affect the adoption of an electronic payment system in terms of political, 

social, economic and technical factors? 

Once the interview questions have been duly amended a comprehensive review of the 

research was undertaken before conducting an empirical study. Pilot testing of the 

interview questions is a significant procedure and the participants were informed of its 

purpose and importance. Pilot testing also serves to ensure the resulting data is fit for 

analysis. Finally, the researcher made some further modifications to the interview 

questions before they were formally distributed to the research participants for the 

empirical study. The research sample for the empirical study was composed of 

customers and staff employed by the telecommunications companies, banks and the 
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Libyan Government, based in Tripoli. The researcher followed various important 

procedures prior to starting the interviews, as shown in section 4.5.  

4.5.4 Justification of interview research questions 

When preparing to conduct in depth interviews to gather rich information to strengthen 

the research findings, it was necessary for the researcher to justify the proposed 

interview questions. The following tables explain the reasons for the interview 

questions in reference to the research questions, and the answers expected from the 

respondents: 

 Customer Questions: 

Customer Representatives 

Questions 

Interview prompt Related research 

questions 

1) What does the term E-
payment system mean to 
you? 

To reveal the different attitude of 
customers about knowledge 
among individuals in regards to 
use EPS.  

Part of Sub- research 

question RQ 1. 

2) Have you had the 
opportunity to use an E-
payment system?If“yes,”
please explain, how and 
where? 

If no, please explain why 
not?  

To reveal the different attitude of 
customers about the experience 
among individuals in regards to 
use EPS with knowledge of how 
to use their credit or debit cards 
for online transactions. 

Part of Sub- research 

question RQ 2. 

3) In your opinion, what can 
telecommunications 
companies in Libya do to 
encourage their customers 
to use an E-payment system 
service? Please explain. 

To reveal the different attitude of 
customers about what the steps 
and procedures that should do by 
telecommunication companies to 
encourage the individuals to use 
EPS 

Part of Sub- research 

question RQ 3. 

4) In your opinion, what 
methods must be taken into 
account by 
telecommunications 
companies/banks/governme
nts when they are dealing 
with consumers who prefer 
to use a cash payment 
system? Please explain. 

To reveal the different attitude of 
customers what the procedures 
and methods that should do by 
telecommunication companies to 
let the individuals know about 
the benefits of the use EPS rather 
than use cash payment. 

Part of Sub- research 

question RQ 3. 

5) HowcanLibya‟ssocialand To reveal the different attitude of Part of Sub- research 
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culture affect the adoption 
of an E-payment system? 

customers about the social 
influence on of the use of EPS 
and the degree to which show the 
importance of the use of 
individuals or the government 
system of EPS. 

question RQ 3. 

6) What features of an E-

payment system are 
important to you? Please 
explain. 

To reveal the different attitude of 
customers about what are the 
significant characteristics of 
using EPS. 

Main research 
question, and part of 
Sub-research 

question RQ1. 

7)   In your opinion, how can 
telecommunications companies 
and their customers benefit 

from adopting an E-payment 
system? Please explain. 

 

 

 

To reveal the different attitude of 
customers about to find out what 
are the individuals' views and 
opinions that may effect on the 
management of the companies in 
regards how to benefit that 
obtained from the adoption of 
this service to prior to the 
adoption of electronic payment 
system in order to clear to them 
about how to benefit from the 
adoption of this service. 

Main research 
question, and Sub- 
research question 

RQ 3. 

8)  How can the adoption of an 

E-payment system by 
telecommunication companies 
affect standards of living in 
terms of the quality and 
availability of employment, 
income, quality of education, 
cost of goods, economic and 
political stability and others? 

Please explain. 

To reveal the different attitude of 
customers about how the standard 
living as a factor can play a role 
on effecting on the use EPS from 

different attitude of customers.  

 

Sub- research 

question RQ 3. 

9)  How will the E-payment 
system be accepted in the 

future? Please explain. 

To reveal the different attitude of 
customers about the methods or 
procedures that lead to the 
adoption of the EPS 

Sub- research 

question RQ 2. 
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10)  Explain the role of: 

A) Cooperation between 
stakeholders and customers 
(Libyan individuals), 
telecommunication 
companies (staff and top 
management), banks (local 
Libyan and international 
banks), sellers, the Libyan 
government and 
intermediate companies 
(e.g. Visa, MasterCard and 
other credit cards) in the 

case of an E-payment 
system adopted in Libya. 

 

B)   Who is/are the 
stakeholder/s expected 
to benefit from the 
adoption of an 
electronic payment 

system in Libya? 

A) To reveal the different attitude 
of customers about how the 
stakeholder working together for 
their common/mutual benefit in 
order to work in competition for 

benefits of the system 

 

 

 

 

 

 

 

B) To reveal the different attitude 
of customers about the types of 
stakeholders who have a 
relationship with the organisation 
and getting benefits from adoption 

of EPS. 

Part of Sub- research 

question RQ 4. 

 

 

 

 

 

 

 

 

 

 

Part of sub-research 

question RQ1. 

 

11)  Do you consider the prices 
for the use of internet access 

affect the adoption of an E-

payment system? Please 
explain. 

To reveal the different attitudes of 
customers about in regards to the 
impact of Internet access, in 
which reflect its affect to adopt 

EPS. 

Sub- research 

question RQ 3. 

12)  How can there be political 
support for legislation and 
policies for the adoption of an 

electronic payment system? 

 

To reveal different attitudes of 
customers about the availability of 
government support for 
organisations in order to adopt the 
required technologies in terms of 
the impact of government support. 
In addition, how the current 
situation of the legislation and 
policies can be able to support 

adoption of EPS. 

Sub- research 

question RQ 2. 

13) In your opinion, how does 
political unrest in Libya since 
February 2011 affect the 
adoption of an electronic 
payment system in terms of 
political, social, economic and 

technical factors? 

To reveal different attitudes of 
customers about how the 
revolution of 17th February had 
impacted on the individuals' lives 
in general, and more specifically 
on the overall security of the 

online payment process. 

Sub- research 

question RQ 4. 

14) In your opinion, do you 
think that when you buy 

To reveal different attitudes of 
customers about the most 

Sub- research 
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products online and pay using 
an electronic payment system, it 
is safe and secure in the context 

of Libya? Please explain 

important things that must be 
taken into consideration when 
dealing with electronic payments 
in terms of security and its 

concerns. 

question RQ 3. 

15) In your opinion, what are 
the most significant factors 

affecting the adoption of an E-

payment system in Libya? 

To reveal different attitudes what 
is/are the most important factors 
that have an effect on adoption of 

EPS in Libyan context.  

Sub- research 
question RQ 4 

16)  In your opinion, according 

to the culture of E-payment 
systems, how can the Libyan 
people identify the barriers to 

the adoption of an E-payment 
system? 

To reveal different attitudes of 
customers about the level of 
awareness among Libyan 
individuals which guide them to 
consider the obstacles to adoption 
of EPS. 

Main research 
question, and part of 
Sub- research 

question RQ 2. 

17) How can the adoption of an 

E-payment system by 
telecommunications companies 
contribute to economic growth 
in Libya? 

To reveal different attitudes of 
customers about how far the EPS 
can support and contribute to 
economic growth in Libya in 
regards of its benefits and services 

that will obtain.  

Sub- research 

question RQ 4 

18) Do you have any further 
comments regarding the 
adoption of an electronic 

payment system in Libya? 

To reveal different attitudes of 
customers about if they have any 
comments that need to be 

concerned. 

Main research 
question and its sub- 

research questions. 

Table 4.5-4 Justification of interview customer's research questions 

 Organisational  Questions: 

 

Organisational 

Representatives Questions 

Interview prompt Related to research 

questions 

1) What does the term E-

payment system mean to you? 

 

To reveal the different attitudes 

of organisational respondents 

regarding knowledge and the use 

of EPS.  

Sub- research 

question RQ 1. 

2) Have you had the chance to 

useit?If“yes,”pleaseexplain,

how and where? 

If no, please explain why 

not?  

To reveal the different attitude of 

organisational respondents about 

experience among individuals in 

regard to use of EPS and 

knowledge of how to use their 

credit or debit cards for online 

transactions. 

Part of Sub- research 

question RQ 4. 

3) In your opinion, what can the To reveal the different attitudes Main research 
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telecommunications 

companies/banks/governments 

in Libya do to encourage the 

use of an E-payment system 

service? Please explain. 

of organisational respondents 

about what the steps and 

procedures they think 

telecommunication companies 

should follow to encourage the 

individuals to use EPS. 

question, and Sub- 

research question RQ 

3. 

4) In your opinion, how can 

management within 

telecommunication companies / 

banks or government influence 

their staff toward adopting an 

E-payment system? 

 

To reveal the different attitudes 

of organisational respondents 

regarding what the procedures 

and methods the management of 

telecommunication companies 

should apply to influence staff 

toward the adoption of EPS. 

Sub- research 

question RQ 3. 

5) What features of an E-

payment system are important 

to you? Please explain. 

To reveal the different 

assessment of organisational 

respondents about the significant 

characteristics informing use. 

Main research 

question, and part of 

Sub- research 

question RQ1. 

6) In your opinion, what kind of 

methods must be taken into 

account by telecommunications 

companies/banks / government 

when dealing with consumers 

who prefer to use a cash 

payment system? Please 

explain. 

 

To reveal the different attitudes 

of organisational respondents 

about what procedures and 

methods should be pursued by the 

management of 

telecommunications companies / 

banks / government to let 

individuals know about the 

benefits of using EPS rather than 

cash payment. 

Main research 

question, and part of 

Sub- research 

question RQ 3 

7)  In your opinion, what are the 

factors that could assist the 

management of 

telecommunications companies 

/ banks / government to adopt 

an electronic payment system? 

Please explain. 

 

To reveal the different attitudes 

of organisational respondents 

about what are factors can move 

the management at 

telecommunications companies / 

banks / government, toward 

adoption of EPS. 

Main research 

question, and part of 

Sub- research 

question RQ 4. 

8) How can the adoption of an 

E-payment system by 

telecommunications companies 

/ banks / government affect the 

standard of living in terms of 

To reveal the different attitudes 

of organisational respondents 

about how the standard of living 

can play a role as a factor 

effecting the use EPS, according 

to the different attitudes of 

Sub- research 

question RQ 3. 
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quality and availability of 

employment, income, quality of 

education, cost of goods, 

economic and political stability 

and others? Please explain? 

customers.  

 

9) What steps can the company 

consider to ensure the E-

payment system is accepted? 

 

To reveal the different attitudes 

of organisational respondents 

about the methods or steps that 

ensure the adoption of EPS is 

accepted. 

Main research 

question, and sub-

research question RQ 

4. 

10) Explain the role of: 

1) Cooperation among 

stakeholders in the case of an E-

payment system adopted in 

Libya. 

 

 

 

2) Who is/are the stakeholder/s 
that expected to receive 
benefits from the adoption of 
an electronic payment 

system in Libya? 

To reveal the different attitudes 

of organisational respondents 

about how the stakeholders work 

together for their common/mutual 

benefit, in order to work in 

competition to benefit the system. 

 

To reveal the different attitude of 

organisational respondents about 

the types of stakeholders who 

have a relationship with the 

organisation and attain benefits 

from adoption of EPS. 

Sub- research 

question RQ 4. 

 

 

 

 

 

 

Part of sub-research 

question RQ1. 

11) How does the cost of 

Internet access affect E-

payment system adoption in 

Libya? Please explain? 

 

To reveal the different attitudes 

of organisational respondents in 

regard to the impact of Internet 

access, which reflects it‟s affect 

to EPS adoption. 

Sub- research 

question RQ 3. 

12) Explain the role of the 

government in the adoption 

of an electronic payment 

system process? 

To reveal different attitudes from 

organisational respondents about 

the role of the government in 

implementing required 

technologies in terms of the 

impact of government support. 

Sub- research 

question RQ 3. 

13) In your opinion, how does 

political unrest in Libya 

since February 2011 affect 

the adoption of an electronic 

To reveal the different attitudes 

of organisational respondents 

about how the revolution of 17th 

February impacted on individuals' 

Sub- research 

questions RQ 3 and 

RQ 4. 
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payment system in terms of 

political, social, economic 

and technical factors? 

lives in general, and more 

specifically on the overall 

security of the online payment 

process. 

14) How can government 

support become beneficial to 

telecommunications 

companies / banks for the 

adoption of an electronic 

payment system?  

To reveal different attitudes held 

by organisational respondents 

regarding the methods used by 

the government to offer 

beneficial support for 

telecommunications companies / 

banks in moving toward the 

adoption of EPS.  

Sub- research 

question RQ 3 

15) In your opinion, do you 

think that when 

telecommunications companies 

buy their products online and 

pay using electronic payments, 

it is safe and secure in the 

context of Libya? Please 

explain.  

To reveal different attitudes 

among organisational 

respondents about the most 

important things to consider 

when dealing with electronic 

payments in terms of security and 

related concerns. 

Sub- research 

question RQ 3. 

16) In your opinion, what are 

the most significant factors that 

affect the adoption of an E-

payment system by 

telecommunication companies? 

 

To reveal the different attitudes 

of organisational respondents 

about what is/are the most 

important factors that have an 

effect on the adoption of EPS in 

the Libyan context. 

Main research 
question, and Sub 
research question RQ 

4. 

17) In your opinion, according 

to the culture of an E-payment 

system, how can 

telecommunications staff / 

banks / government consider the 

barriers to adoption of an E-

payment system? 

 

To reveal the different attitudes 

of organisational respondents 

about the level of awareness 

among Libyan individuals that 

guided them to consider the 

obstacles to adoption of EPS. 

Sub- research 

question RQ 3. 

18) How can the adoption of an 

E-payment system within 

telecommunication companies 

enable Libyan people to take 

more control of their online 

transactions, and how can the 

To reveal different attitudes of 

organisational respondents 

regarding how to control the 

online payment process when 

using debit cards or credit cards, 

since this is associated with their 

Sub- research 

question RQ 3, and 

RQ 4. 



 

84 

 

 

adoption of an E-payment 

system within 

telecommunication companies 

contribute to economic growth 

in Libya? 

 

ability to regularly manage 

accounts, and exert greater 

control via the Internet. In 

addition, to reveal the different 

attitudes of organisational 

respondents regarding how far 

EPS can support and contribute to 

economic growth in Libya, 

conveying its benefits and 

services.  

19) Do you have any further 

comments regarding the 

adoption of an electronic 

payment system in Libya? 

To reveal the different attitudes 

of organisational respondents 

regarding any comments with 

which they need to be concerned. 

Main research 

question and sub 

research questions. 

 

Table 4.5-5 Justification of interview organisational research questions 

Having explained and justified the proposed interview questions. The following section 

will highlight the sample size for the full study, and will be followed by a justification, 

helping the researcher to determine a suitable sample size for the purposes of this 

research. 

4.5.5 Sample size for the full study 

The main key to grounded theory is to generate enough data for codes pertaining to the 

specified phenomenon to emerge (Glaser& Strauss, 1967; Strauss & Corbin, 1998). It is 

crucial to acquire a suitable sample size to create a sufficient data set (Auerbach &  

Silverstein, 2003, as cited in Milutinović and Nikolić, 2014). In this research, the 

researcher took into account protocols to be followed to ensure a sufficient number of 

participants were interviewed. Clear concepts, codes and categories assisted the 

researcher to explore factors affecting the adoption of an E-payment system in the 

telecommunications sector in terms of political, social, technical and economic 

influences. 
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The question of what constitutes a suitable sample size for this research was answered 

by the use of the notion, “theoretical saturation” (Glaser and Strauss, 1967; Strauss and

Corbin, 1998). Here the researcher continued interviewing participants, thereby 

increasing the sample size, until no new concepts emerged (Douglas, 2003; Goulding, 

2002; Locke, 2001). Some authors, such as, Glaser and Strauss (1967), and Strauss and 

Corbin (1998) claimed there are no set number of interviews routinely required to 

achieve theoretical saturation. Morse (2000) and Sobal (2001) argue that sample size 

depends on the research question. Thus, Strauss and Corbin suggested narrowing the 

focus of the research questions at the outset, or after three or four interviews (1998). In 

addition, the initial few interviews can be used to direct one to the core of the 

phenomena. The researcher can therefore reduce the number of interviews by narrowing 

the focus (Kwortnik, 2003, Strauss & Corbin, 1998). Morse (2000) claims that another 

factor can identify sample size, namely, the experience or knowledge of the researcher. 

In other words, researchers with more experience and stronger interviewing skills will 

require fewer participants. This is because participants can be more successfully 

encouraged to share the requisite data (Morse, 2000; Strauss & Corbin, 1998). 

Typically, experienced researchers are able readily to encourage participants by 

generating a conversational atmosphere during an interview (Strauss & Corbin, 1998). 

Some studies suggest factors to consider when determining a suitable sample size. For 

example, Patton (2002), Schensul et al., (1999), LeCompte and Schensul (1999), 

Bernard (1995), Morse (1995), Miles and Huberman (1994). Guest et al., (2006, p.61) 

point to seven studies that provide guiding principles when selecting actual sample 

sizes. Bernard (2000, p.178) feels that thirty to sixty interviews is an acceptable sample 

size for most ethnographic studies. Bertaux (1981, as cited in Van Esch, Patrick &Van 
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Esch, Linda, 2013) argues that fifteen participants are sufficient for phenomenological 

studies, thirty to fifty participants for grounded theory and ethnographic studies and one 

hundred to two hundred participants for studies involving qualitative ethnology, are 

suitable sample sizes. Creswell (2013) argued that twenty to thirty participants are 

suitable for a grounded theory study. Whereas, Kuzel (1992, p. 41) claimed that twelve 

to twenty interviewees are sufficient for data sources, and six to eight for a 

homogeneous sample. Romney et al., (1986) and Graves et al., (2014) recommend 

samples sizes of sixty to one hundred and twenty participants for correlative analyses in 

quantitative studies. Following a literature review of guidelines for qualitative research 

in the field of health science, Guest et al., (2006) reported that after analysing thirty 

interviews responses, 80 (73%) out of a total 109 codes were identified after the 

transcripts of the first six participant‟s responses were analysed. A further twenty codes

emerged in the next six interviews. The remainder of the codes emerged from the next 

six transcripts. Therefore, clearly, all full codes emerged in the first twelve interviews 

(see Figure 4.5-1).  

 

Figure 4.5-1 Code creation over data analysis 

(Source: Guest et al., 2006) 

The factors that identify sample size, therefore, are based on the concepts of theoretical 

saturation (Glaser & Strauss, 1967; Strauss & Corbin, 1998). Ryan and Bernard (2004) 

demonstrated that saturation point is reached by understanding the research questions, 
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the researcher‟s experience and the number of sets of data (transcripts) reviewed. In

contrast, Guest et al., (2006) (see above) suggested that a sample of six interviews could 

provide sufficient codes to assist the development of theory and elicit useful 

interpretations. Therefore, during the empirical study, the researcher will consider all 

the issues and factors discussed and explained during this section, to help him determine 

a suitable sample size for the purpose of this research. 

4.6 Summary and conclusion 

This chapter discussed the main issues associated with the design of the pilot study and 

the full study.  It offered definitions for the term „pilot study‟ and discussed the

processes involved. It was then followed by sections 4.3 and 4.4, which highlighted the 

information related to stakeholders chosen for the purpose of this research. Justification 

for selecting the sample size was provided based on all the issues and factors that helped 

the researcher to determine a suitable sample size for the research, as explained in 

section 4.5.1 in the pilot study and 4.5.5 in the full study. After the interviews, the 

research questions were reviewed based on the results of the pilot study, and the 

researcher amended and enhanced their clarity to cover all the factors explained in 

section 4.5.3. Furthermore, a data analysis was conducted by the researcher in parallel 

with data collection during the pilot study (section 4.5.2), and based on the same 

grounded theory techniques in a specific Straussian approach, as explained in more 

details in chapter 5. Finally, the chapter concluded by offering a justification of the 

interview questions. 
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5 Data analysis 

5.1 Introduction 

This chapter provides a thorough overview of the analytical procedures applied to the 

data collected in response to the research questions. This chapter has discussed the 

grounded theory particularly Straussian approach in depth. The researcher discussed and 

justified the manual analysis in section 5.3. Moreover, section 5.4 presents the 

explanation regarding the main differences and similarities between a Glaserian 

approach and a Straussian approach as it explained in more details in section 3.4.6. It 

was then appropriate to consider how the Straussian approach was chosen to fulfil the 

purpose of this research. The chapter ends by discussing and highlighting the features 

and procedures used by the Straussian approach by supporting with examples from the 

participants' answers. By the end of this chapter, a clear understanding will be provided 

of the theory and procedures applied and the proposed approach. 

5.2 Analysis procedures 

The analysis initially involved analysing the transcription, which is in Arabic, and then 

moved on to translating the concepts that emerged into English, as is explained in this 

chapter. 

The second step in the analysis process addressed the collected data, which was 

examined line by line, sentence by sentence, and incident by incident, to identify and 

conceptualise important underlying factors and events contained in the data (Strauss & 

Corbin, 1998). The researcher considered that respondents would use phrases and words 

that highlighted an issue or event of interest or importance to the research. This event or 

factor is sometimes mentioned again in reference to the respondents‟ responses to

similar words. This process is called coding, and the short phrases used to describe 
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important issues are called a code (Strauss & Corbin, 1998). Strauss and Corbin (1998, 

pp. 65-68) explained that coding is recommended when analysing data word by word, 

andthat this requires “coding themeaning found inwordsorgroups ofwords”.  

Examples are given below to identify the words regarded as essential to the 

investigation, and the selection of words in the coding process, to address the research 

questions by performing appropriate coding analysis for qualitative research (Miles & 

Huberman 1994). In other words, the words in the transcripts judged to be important 

were highlighted and given to researchers so that they could continue with subsequent 

interviews based on techniques of theoretical saturation. 

After the complete set of study data was collected, the researcher initiated the process of 

coding and categorising the data, to reflect on the different issues represented, as 

explained in section 5.4.1. The Straussian grounded theory approach applied a three 

stage coding procedure: open coding, axial coding and selective coding (as will be 

discussed in 5.4.1, 5.4.2, and 5.4.3). The results for the coding at each stage guide the 

subsequent stage (Jones & Alony, 2011, p.9). 

The following section 5.3 justifies the decision to perform a manual analysis of the 

collected data in the current research, instead of using a qualitative data analysis 

software tool. 

5.3 Manual justification analysis 

Marshall et al., (2013), and Lee and Fielding (1996) found that the median sample size 

in qualitative studies is about 40; thus, enabling the use of software where 

„representativeness‟, in a statistical sense, is not considered a critical component of the 

sampling quality. In this research, 28 interviewees holding different positions were 
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interviewed. These included individuals who were both consumers and organisational 

personnel (bank, government, and telecommunications companies). 

According to Nissan and Schmidt (1995) as cited in a study conducted by Hunter et al., 

(2005), words have multiple meanings when collocated with other words. Some words, 

phrases and lines of sentences in a text require analysis, therefore making it difficult to 

attach meaning to single words. Coffey and Atkinson (1996, as cited in Halkier and 

Jensen, 2011) stressed that there are no software packages that can accomplish an 

analysis on their own, and that there is „… no great conceptual advance over manual

data sorting‟ (p.64). The procedure for using a software package includes coding the

text; however, the process of computer coding does not differ considerably from the 

manual method. However, the coding process differs from analysis, and therefore the 

data is considered to be best analysed manually. 

Scott et al., (2002) stated that data can be analysed using software packages, but it was 

felt that the approach filters the data, leading the researcher to fail to appreciate some of 

its wealth. This view is supported in Bazeley and Jackson (2013), who claimed that only 

prescribed analysis can be undertaken using computer software. They also agreed that 

manual coding increases the researcher‟s familiarity with their data (Scott et al., 2002). 

This is a significant consideration for this research, as the researcher has been able to 

identify and understand the issues and factors expressed in different forms by reading 

each of the respondents‟ responses individually, applying the constant comparison

technique. 

In the manual analysis, an important factor increasing the difficulty of using a computer 

package, was the way in which issues or events are expressed in words, as various types 



 

91 

 

 

of speech act as factors affecting understanding. These include adages, clichés, 

colloquialisms, figures of speech, and various terminology such as institutional terms 

and acronyms (Hunter et al., 2005, p.64). As suggested by Blismas and Dainty (2003, as 

cited in Hunterl et al., 2011), coding and analysis require intensive input by the 

researcher regardless of the mode used to achieve them. However, the use of computer 

software allows limitless manipulation of data without altering the original data set; 

thus, the capabilities to handle data increase the rate at which data can be viewed and 

retrieved at any time. This provides considerable advantage over the manual method. 

One of the restrictions placed on the use of computer software packages for encoding 

text documents was that there is only small proportion of data is visible at any single 

moment, which makes it very difficult to conduct data scanning. 

The researcher intended to use NVIVO as a computer software package to analyse the 

interviews, but was unable to do so as the interviews in Libya were conducted in 

Arabic, which NVIVO does not support. There was no justification for expending time 

and effort to translate twenty eight interviews from Arabic to English. In addition, literal 

translations would not provide precisely the same meaning. Consequently, the 

researcher analysed the data collected in Arabic manually to overcome these problems / 

difficulties, and to insure consistency. 

Having discussed and justified the manual analysis, the following section 5.4, discussed 

the Straussian Approach Procedures used in the current research for data analysis 

purposes. 
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5.4 Straussian approach procedures 

Having reviewed the discussion regarding the main differences and similarities between 

a Glaserian approach and a Straussian approach, as explained in section 3.4.6, it is 

appropriate to consider how the Straussian approach might fulfil the purpose of this 

research. Importantly, this approach is open to application of all kinds of literature 

before the research study is begun, in contrast with the Glaserian approach, which 

requires the gathering of data from the beginning of the study period, without any 

theory in mind (Locke, 1996). Furthermore, the Glaserian should follow the principle 

that theory emerges from a neutral question, whilst Straussian technique utilise a 

structured question, placing greater emphasis on establishing a theory (Strauss and 

Corbin, 1998). 

Interestingly, in relation to subjectivity, it should be anticipated that each person would 

hold different views and experiences concerning those factors that potentially affect the 

adoption of EPS in Libya. The basic meaning of grounded theory is the reading and re-

reading of textual data, with the aim of extracting concepts and establishing any 

interrelationships within categories. Moreover, the ability to understand variables and 

their relationships will contribute to the sensitivity of the theory; a number of things, 

including reading from literature and the use of established techniques to improve 

sensitivity, influence this (Strauss & Corbin, 1990; Charmaz, 2006; Strauss, 1987; 

Glaser, 1992). Markedly, the features and procedures used by the Straussian approach 

will be highlighted in the following sections. 

5.4.1 Open coding process 

The first step in theory building is conceptualising. It is an abstract means by which to 

represent of an event, incident, or action that a researcher identifies as being important 
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or significant in the data. At this stage, the transcript (raw data) has been broken down, 

examined and coded by the researcher. The open coding process is applied to examine 

the data without restraint in its scope and without the use of any filters. Thus, all data is 

considered, allowing the researcher to concentrate on, and conduct a deeper 

examination of respondents‟ responses, that may lead to uncovering data of interest.

Strauss and Corbin (1998, p.103) stated that a concept is a phenomenon that has been 

labelled. The researcher becomes familiarised with the data through open coding and is 

then made aware of all the issues related to interpreting the respondent‟s responses by

applying codes to the text (i.e. labelling).  

Many open codes were evident from the responses made by respondents concerning the 

investigation of factors impinging on the adoption of the EPS in the Libyan 

telecommunications companies. This can be done by asking several questions, such as, 

„What is this?‟, ‟What does it mean and represent?‟, „What are the major codes of the

inaugural address and how are these codes put forward?‟ These questions assist the

researcher to utilise a process of constant comparison (Strauss & Corbin, 1967). 

Constant comparison compels the researcher to reflect on the data and commence cross 

referencing using memos, to support this (Glaser, 1978, p.83). The researcher / analyst 

must be aware of how to maintain the close connection between categories and data. He 

compares data coded in the same way (same category) to develop theoretical 

elaborations which emerge using theoretical memos. For example, respondents from an 

organisation made reference to the steps the company could consider taking time to 

ensure acceptance of the E-payment system: 

By following these Steps:  

  •Telecommunications companies must follow the ministry of  
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  communications guidelines, which means that there should be a link 

  between enacting laws and regulating the system.  

•The Libyan telecom and technology company has a big data centre to 

  host a variety of websites. 

•To promote such a service within the universities. (RES110, 20+) 

Numerous open codes emerged from the organisational respondents‟ responses,

regarding the steps that should be taken by the company to ensure that the E-payment 

system is accepted; one of these concerns was to stress that action should be followed 

by political support. This was emphasised when the researcher asked the respondent: 

„What steps can the company consider to ensure the E-payment system is 

accepted?‟ 

The respondent answered this by saying:  

“One of the successful methods guiding the adoption of this system is what the 

customer needs, and there are other issues related to the technical issues, such as 

security, safety, and trust. Therefore, these standards have confirmed the stability 

of this system over a long timeframe.” (RES113, 30+) 

Therefore, the researcher found that when open codes are used to break the data down to 

begin with, it is logical to abstract data using a descriptive approach. So, the first code 

extracted from the respondent‟s excerpt was, “Telecommunications companies must 

follow the ministry of communications guidelines, which means that there should be a 

link between enacting laws and regulating the system”. This excerpt means there should

be political support. By using this code the researcher attempted to frame the important 
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codes immediately, aiming to describe what he drew from the respondent‟s transcript.

The lack of regulation is another code that emerged from the same excerpt. The 

emergence of the remainder of the open codes arose by applying similar guidelines, 

generally abstracting with an analytical open codes insight. Indeed, many interesting 

open codes emerged. The researcher has tabulated all the open coding extracted from 

both perspective (organisational and consumer) in Table 5.4.1, to make them 

understandable and clear. 

Open coding stage (consumer 

perspective) 

Open coding stage (organisation 

perspective) 

 Knowledge 

 Customer 

experience 

 Customer skills 

 Perceived benefits  

 Cooperation 

 Mutuality of Stakeholder 

Benefits 

 Cost of Internet 

 Standard of living 

 Commercial awareness 

among customers 

 Withdrawal of control 

 Marketing business 

wariness 

 Feasibility studies for E-

payment system 

 Islamic banking 

 Competition 

 Knowledge 

 Staff experience 

 Security 

 Trust 

 Reliability to EPS 

 Technical 

infrastructure 

 Acceptability 

 Ease of Use 

 Accessibility 

 Convenience 

 Post coding 

 Social influence 

 Resistance to change 

 Staff awareness 

 Age 

 Education level 

 Change management 

 Ease of communication 

between companies and 

consumers 

 Social influence 

 Resistance to 

change 

 Customer 

awareness 

 Age 

 Education level 

 E-payment 

system culture 

 Customer needs 

 Change of 

management 

 Availability of the 

service 

 Training courses 

 Availability of 

electricity 

 Perceived benefits  

 Cooperation with external 

entities 

 Mutuality of Stakeholder 

Benefits 

 Cost of Internet 

 Competition 

 Withdrawal of control  

 Islamic banking factor 

 Banking infrastructure 

 Marketing business 

 Standard of living 

 Security 

 Trust 

 Reliability to EPS 

 Acceptability 

 Ease of Use 

 Accessibility 

 Convenience 

 Post coding 

 Instability of political 

situation 

 Governed by a single 

person  

 Cooperation between 

government, banks 

and 

telecommunication 

companies. 

 Political power 

 Legal frame work 

Table 5.4-1 Open coding extracted from both perspective (organisational and consumer) 
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As illustrated in the table above, based on both the attitude of consumers and the 

organisational employees, adoption of EPS in the Libyan context was found to influence 

by certain factors. 

5.4.1.1 Discovering categories 

During the course of this research, the researcher identified twenty nine codes from 

consumers and thirty seven from organisations, as illustrated in Table 5.4.1. These 

codes were then linked into groups, as explained in Figure 5.4-1. Once the researcher 

had identified particular phenomena in the data he began to group all the codes around 

the data. The process of grouping codes that appear to be relevant and represent the 

same phenomena is called categorising. The phenomena or central idea represented by a 

category is given a conceptual name, which is necessarily more abstract than that give 

to the codes grouped under it. 

Figure 5.4-1 Open coding workflow 

After gathering all the open codes from the respondents, the researcher was exposed to 

dimensions of the research subject, as covered in the research questions (see 

section 1.5). 

 

Category 1 

 

Category 4 

 

Category 3 

 

Category 2 

 

Code 6 Code 5 Code 4 Code 3 Code 2 Code 1 



 

97 

 

 

5.4.1.2 Saturation 

The researcher continues to assign codes to new concepts until no new ones could be 

found. In this way it is possible to share meaning between the codes and the text until 

saturation occurs. This involve the researcher looking over the data repeatedly, 

considering the codes in relation to other codes with different emphases, and other 

events and instances that represent each category, and the different perspectives of 

respondents. After continuous rigorous comparison and further sampling the researcher 

stops when no new concepts or information is illuminated, and there is no further 

insight offered into each category. This means that the researcher stops coding when 

theoretical saturation occurs. At that stage, the researcher analyses the codes to identify 

similarities and reassemble the data into categories based on their properties, as well 

considering the data relating to the location of each property. For example, the 

researcher recognised different codes in the consumers‟ responses, such as 

“knowledge”, “customer experience”, and then found “customer skills”, he also asked

what these codes share in common, and devised the concept of consumers‟

characteristics as the category name (see Appendix F, and G). 

5.4.1.3 Naming categories 

The naming of categories is crucial because the name of a category lends meaning to the 

concept codes (Urquhart, 2013, p.103). It is relatively easy to choose a name for a 

category that has significance to the researcher, but it may have little significance to the 

audience of the research (Urquhart, 2013, p.103). Understanding this is essential, 

because the names of the categories‟ will affect how people make sense of codes and

the theory; therefore it is beneficial to check codes with other researchers, before 

settling on the names of categories (Urquhart, 2013, p.103). The researcher / analyst 
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should then look at the lists of codes, and select broader and more abstract manes as 

headings. For example, the concept technical concern is more comprehensive, linking a 

list of codes such as “security”, “trust”, “reliability to EPS”, “technical infrastructure”,

“acceptability”, “ease of use”, “accessibility”, “convenience”, and “post coding”. These

broader, more abstract labels may serve as headings for classes of codes sharing similar 

characteristic. All categories include many different codes that represent concepts; 

furthermore, the researcher creates these categories from codes and then links them to 

each category (see Appendix F, and G), summarising all the open codes from the 

respondents (at consumer and organisational level) linking them to categories. 

5.4.1.4 Developing categories based on properties and dimensions 

Properties and dimensions are significant characteristics in terms of developing 

categories; they also form the relationships between categories and subcategories 

(Strauss & Corbin, 1990, pp. 69–70). Notably, the way in which categories are 

established can be effectively highlighted by the investigator during this stage of 

coding. Once a category is identified, the researcher/ analyst can start to develop it, 

focusing on its specific properties and dimensions. For example, “knowledge”,

“customer experience”, and “customer skills”, act as codes that share consumers‟

characteristic because has individualised attributes. The researcher chose the word 

“characteristic” to compare like events, assessing instances against themselves and other

events in the textual data. The researcher also observed and noted that these codes had 

certain traits in common; i.e. what the individuals have or have not experienced skills 

and knowledge that might affect adoption of EPS in Libyan context.  

Furthermore, it was important to the researcher to select a category through 

identification of its particular characteristics. The researcher was also interested in how 
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these properties diverge along dimensional ranges. For example, the experience level of 

each individual or consumer might be high or low, affecting attitudes to adoption or 

rejection of E-payment services. Through delineation of properties and dimensions, the 

researcher was able to differentiate a category from other categories improve its 

precision. For example, when assessing the concepts in each category such as, a 

category of “consumer characteristic” with individuals‟ attributes, the analyst wants to 

know what attributes distinguish each. Is it high quality or low quality of skills, or 

experiences and knowledge that the researcher needs to identify? Note that when an 

analyst / researcher groups data into codes according to certain definite characteristics 

or attributes, this should be able to provide the researcher with an understanding of each 

event, instance, or individual that fits the code completely. 

5.4.2 Axial coding process 

Following the open coding stage, Strauss and Corbin recommended an axial coding 

stage. This requires the relating of categories to subcategories according to their 

properties and dominations (Strauss and Corbin, 1990, p.124). It seems that categories 

dissect and interconnect. As the researcher mentioned previously, in chapter four, a 

category is a phenomenon, which is an event, an issue or something that happens and is 

identified as significant to respondents. Procedurally, axial coding involves the 

following basic tasks, as stated by Strauss (1987): Firstly, codes must be 

dimensionalised by specifying their associated properties. Secondly, the researcher or 

the analyst identifies the most important categories, in particular which open codes need 

to be elevated or otherwise combined to form those categories. Thirdly, a decision must 

be made regarding which of these codes might be properties of other categories. The 

codes need to be dimensionalised by laying out their properties. The researcher or the 
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analyst assesses which categories might be the most important, and which open codes 

need to be elevated or otherwise combined to form those categories, as well as which of 

these codes might be properties of other categories. Furthermore, the process of analysis 

will be easier to understand and more accurate if a paradigm model is used, as explained 

and discussed in section 5.4.2.1.  

During the axial coding process, the researcher forges a relationship between categories 

and subcategories at a dimensional level. This is illustrated by the fact that all the codes 

listed in Table 5.4-1 are qualified dimensionally. For example, the categories were 

identified during the open coding process, and some of these were found to be relevant 

to fixed phenomena, such as consumer or staff experiences, instability and political 

status in Libya, etc. Other categories return to the conditions that relate to these 

phenomenon. Every category has properties that can be dimensionalised by offering 

further specifications to the category. For example, the code “consumer experiences”

has general properties, such as a degree of experience and duration of experience, which 

has a specific dimension based on these properties. This dimension has relevance to the 

development of theory. Axial coding subcategories, or codes in the case of the current 

research, are linked / related to categories through a paradigm model. This model, 

however, is used to forge the relationship between codes and categories in the axial 

coding process, as will be explained further. 

5.4.2.1 The paradigm model 

The paradigm model plays an essential role at this stage for reassembling data that has 

emerged through open coding. The paradigm model comprises six components: causal 

conditions, phenomenon, context, intervening conditions, action/interaction strategies 

and consequences, as clarified in the following subsections (Pandit, 1996; Strauss & 
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Corbin, 1998; Goulding, 2002), and as shown in Figure 5.4-2. Essentially, a paradigm 

model enables the researcher to consider data and its relationship within categories 

(Strauss and Corbin, 1990).Through the paradigm model, subcategories can be linked to 

categories within the current research, as will be explained later in this section and in 

section 6.3. 

 

Figure 5.4-2 Paradigm model 

Adopted from Strauss and Corbin, 1990, p. 99. 

 

a) Causal conditions: Conditions explaining events, incidents and situations or 

occurrences that affect phenomena (Pandit, 1996; Strauss & Corbin, 1998). 

b) Phenomenon: The central idea and a set of actions or interactions concerned with 

actions and interactions, and the way in which these are related (Strauss & Corbin, 

1990, p.96). 

c) Context: A specific set of properties and conditions relating to a phenomenon 

(Strauss, 1987). 
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d) Intervening conditions: The general structure or condition that impinges upon 

strategic actions/interactions (Strauss and Corbin, 1990). 

e) Actions/Interactions: Examined by the questions „how?‟ and „by whom?‟ These are

strategies or routines devised to manage and handle events, problems or issues in 

response to phenomena under specific conditions (Pandit, 1996; Strauss &Corbin, 1998; 

Goede & Villers, 2003). 

f) Consequences: Outcomes or results of actions and interactions that can be identified 

to understand phenomena (Pandit, 1996; Strauss &Corbin, 1998; Goede &Villers, 

2003). 

Four categories emerged at the axial coding stage process. These are: customer attitude, 

the benefit of EPS adoption, organisation attitude and political issues. As explained in 

section 6.4, some of the categories that emerged from open coding have similarities in 

regard to their properties. These guide the researcher to adopt a paradigm model to 

ascertain the link between each category and other related codes or subcategories. The 

concept can then be refined to reduce repetition. The analyst then continues to perform 

continual comparisons in order to validate the interpretation of categories and their 

subcategories or codes. Also, it should be noted that it is not possible to code around a 

category without introducing the concepts, codes, and ideas that evolved from the open 

coding stage process.  

Analysts can use a framework during axial coding to demonstrate a relationship 

between concepts and codes. This is very important here, because it will assist the 

researcher in thinking through potential relationships. The analyst / researcher is 

looking for evidence to support the relationships, watch for evidence of other properties 

of categories and dimensions for each event that the researcher codes. For example, in 
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regard to the code “knowledge”, the researcher would comprehend the existence of

other properties besides those the researcher/ analyst has already uncovered during open 

coding stage process. Moreover, as the researcher compares each incident, he would 

then seek to uncover the location of each property dimensionally. For example, one of 

the respondents from an organisation recommending the telecommunications sector in 

Libya was required to encourage consumers to use the E-payment system by adopting 

the following steps: Firstly, find secure methods that can be followed in order to make 

the process of transaction more secure; secondly, telecommunications companies in 

Libya should provide a secure e-service to assist consumers in performing transactions 

online instead of using traditional payment methods (cash and cheques). Thirdly, 

telecommunications companies should facilitate and deliver their service to assist 

consumers to work towards boosting the company‟s revenue. The respondent pointed

out: 

The telecommunications sector will take the following steps to accrue more 

benefit: 

• Work to find safe ways to transfer money or process the electronic payment 

system. 

• Provide direct service to provide a service for electronic payment instead of 

cash. 

• Facilitate and deliver services to customers, which will work towards boosting 

the company‟s income (RES112, 40+). 
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The above example shows that the respondents recommended the telecommunications 

companies follow steps to support adoption of an E-payment system based on the ability 

to fulfil technical requirements. 

In the aftermath, along with examples from additional respondents as mentioned in 

Appendix (E), the codes were re-formed and re-sorted into a single category including 

other codes with the same properties in each category, and noting the dimensional 

location of each event or incident. However, the researcher, in axial coding, developed 

fundamentals for selective coding. The categories emerged in axial coding as explained 

in Figures (5.4-3, 5.4-4, 5.4-5, and 5.4-6) having evaluated their properties, dominations 

and allied paradigmatic interrelationship in order to enhance richness and density 

(Strauss and Corbin, 1990, p.117). The following figures show the axial coding 

categories:
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Figure 5.4-3 Customer‟s attitude category in axial coding 
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Figure 5.4-4 The benefit of EPS adoption category in axial coding 
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Figure 5.4-5 Organisational attitude category in axial coding 
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Figure 5.4-6 Political issues category in axial coding
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Having identified the axial coding categories (for more explanation see section 6.3), it 

became obvious to the researcher that he could begin systematically to reassemble, 

group and link findings to establish a core coding framework as explained in the 

following section.  

5.4.3 Selective coding 

In the open coding stage, the researcher / analyst explored categories and their 

properties, in particular seeking to identify how these categories vary dimensionally (see 

section 5.4.1). In the axial coding, categories were systematically developed and linked 

to their subcategories or codes based on a paradigm model (see section 5.4.2). However, 

the researcher was expected to have begun to uncover the possible relationship between 

major categories, reflecting their properties and dimensions. Furthermore, he started to 

refine and integrate theory. The selective coding process commenced to denote the final 

step in the data analysis. That encompassed several technical steps, through which this 

was accomplished, facilitating and selecting a core category. The first step included 

explaining the storyline, making use of diagrams, and reviewing of memos by hand to 

achieve the integration and establishing the theory. It is very important to formulate a 

descriptive story about the central idea or study phenomenon. The second step that can 

be used to facilitate identification of core categories relates to subcategories around the 

core category through implementation of the paradigm model, which is the same 

process as explained in section 5.4.2. The third step involves relating categories to their 

properties and dimensional levels, and the final step involves validating their 

relationship with literature. All these steps are discussed in depth in section 6.3.  
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5.4.3.1 Criteria for selecting core category 

`Similar to the other categories the core category must be developed in accordance with 

its properties. If a researcher tells the story perfectly it would then identify key 

properties. Based on discussion of the story line, the decision at the central heart of 

phenomenon or integration process. The central category or core category represents the 

important subject of the research (Strauss and Corbin, 1998, p.147). It consists of all the 

results of the analysis combined into a few words that illustrate and clarify the main 

factors effecting adoption of EPS in the Libyan context. The researcher / analyst 

identified the central idea in the data collected for the current research. He selected 

important factors as primary issues, which would support initial analysis as it would be 

reflected by the majority of respondents (see section 6.4), as important events, issues, or 

aspects requiring focus. In addition, the researcher adopted economic issues as core 

categories to be related to other categories. A core category can be developed from a list 

of existing categories, or the researcher could study the relevant categories to evaluate 

how each category tells a part of the story, although none of them can capture it 

completely (Strauss and Corbin, 1998, p.146). Listed below are the criteria that Strauss 

and Corbin (1998) identified when selecting core categories: 

 

1. It must be central; that is, all other major categories are able to relate to it.  

2. It must appear frequently in the data. This means that within all or almost all cases, there 
would be indicators pointing to that concept. 

3. The explanation that evolves when relating the categories is logical and consistent. There 
is no forcing of data. 

4. The name or phrase used to describe the central category should be sufficiently  

abstract. 

5. As the concept is refined, the theory grows in depth and explanatory power. 
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6. When conditions vary, the explanation still holds, although the way in which a  

phenomenon is expressed might look somewhat different (p. 147).  

Table 5.4-2 Criteria for selecting core category 

(Adapted from Strauss and Corbin (1998, p.147)) 

 

When the researcher moves on to develop a theory, the techniques for forging a 

relationship between the core category and other categories should be started by 

application of the paradigm model. We may also ask, how these categories arranged in 

terms of a relationship based on a paradigm model, and how are they fit into the story 

line. To answer this, the researcher returned to the categories that are emerged during 

the axial coding stage: consumer‟ attitude, the benefit of EPS adoption, organisational‟

attitude, political issues, and then began to group all them systematically. They are 

grouped according to their properties and dimensional ranges in regard to the chosen 

codes. 
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Figure 5.4-7 Economic issues “Core category “   
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Interestingly, the researcher found that the data for each emerged category related, not 

only to the board at conceptual level, but also at the properties and dimensional level.  

Having identified, core categories for the current research, as illustrated and discussed, 

the researcher began to validate the theories that emerged against the data, completing 

the groundwork by establishing the theory either diagrammatically or narratively, as 

discussed later in section 6.4. 

5.5 Summary and Conclusions 

The chapter discussed the results that emerged from the collected data. The factors that 

emerged from the perspectives of consumers, and organisational employees, were 

illustrated in sub-section 6.2.1 and 6.2.2. While undertaking the data analysis 

procedures, the researcher identified twenty nine codes from consumers and thirty seven 

from organisations, as illustrated in Table 5.4-1. After gathering all the open codes from 

the respondents, the researcher was exposed to all dimensions of the research subject as 

explained in section 5.4.1.1. The researcher then grouped the data into codes according 

to certain definite characteristics or attributes, this provided an understanding of each 

event, instance and individual that fits the code fully. Axial coding is the process of 

linking emerged codes together, through the use of a paradigm model as explained in 

section 5.4.2 based on their properties and dimensions. The researcher identified the 

axial coding categories, he then explained the steps that followed when building on 

grounded theory, including the storyline, and relating categories to their properties and 

dimensional levels through the implementation of a paradigm model, which is the same 

process as explained in section 5.4.2.1, and the final step that involved validating their 

relationship with previous literature. All these steps are discussed in depth in 

section 6.4. 
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It was therefore concluded that the chapter discussed grounded theory, in particular the 

Straussian approach, in depth. It also offered an explanation of the main differences and 

similarities between the Glaserian approach and the Straussian approach (see 

section 3.4.6). It was then appropriate to consider how the Straussian approach could 

fulfil the purposes of this research. The chapter concludes by discussing and 

highlighting the features and procedures used in the Straussian approach, and 

supporting with examples from the participants' answers. The next chapter will discuss 

the findings from the data analysis in more detail. It will also discuss the factors that 

affect the adoption of EPS in Libya from both perspectives (consumers and 

organisational), and in terms of socio-organisational, economic, political, and technical 

factors. 
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6 Findings and Discussion 

6.1 Introduction 

This chapter describes the three procedures adopted for data analysis, with the 

assistance of different diagrams, which establish the relationship between the different 

factors which emerged from the study. The factors that emerged are presented in the 

context of Libya and based on two perspectives, namely consumer and organisational 

perspectives, as discussed in Chapter five and summarised in Table 5.4.1-1. In addition, 

a further detailed explanation of the emerged factors will be provided later in this 

chapter. This will be achieved by linking established factors with the knowledge gained 

from the review of existing literature. Additionally, the reasoning underpinning the 

interrelationship between the emergent factors will be explored. 

In the context of the current work, the analytical procedure is based on a Straussian 

approach, which encompasses three stages of coding, including open, axial and 

selective, as discussed in sections 6.2 to 6.3. The codes that emerged in the open coding 

stage are compared with each event and incident, and related to relevant phenomena to 

establish similarities and differences between them. Similar events are coded and 

grouped into a single category, to establish the specific dimensions of each attribute in 

association with a given category. Analytical techniques were discussed in Chapter 5 

(e.g. section 4.5.45.4) and will be used to make the above comparisons until no new 

data emerges. In other words, the constant comparison technique works in tandem with 

theoretical sampling and theoretical saturation with a view to attaining data saturation. 

The other aspects of the Straussian procedures entail axial and selective coding, where 

the categories are re-categorised based on a paradigm model, as discussed in section 5.3 
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and 5.4.3. Once the researcher has completed the data analysis grounded theory (core 

category in selective coding stage) will be discussed.  

In the sections that follows, three procedures adopted for data analysis purposes are 

presented, with the aim of establishing a relationship between various factors, and 

providing clearer insights into the phenomenon under investigation. Furthermore, an in-

depth discussion of the factors that emerged from the full study, from consumers and 

organisational perspectives, will be presented in sections 6.2 and 6.2.2. Once the 

categories are identified (open coding stage) the researcher develops these based on 

their specific properties and dimensions, showing how these categories vary 

dimensionally in accordance with those properties. The findings analysis section 

encompasses three main sub-sections, including open coding, axial coding and finally 

selective coding. This in turn allows the development and analysis of categories relative 

to their properties and dimensions. In the sections that follow, analysis of findings from 

the field work carried out in Libya, from both an organisational and customer 

perspective is presented.  

It is important to highlight unrest within Libya in regard to the war that began in the 

eastern region in mid-February 2011, which then slowly spread across the country. In 

particular, it has been noted that unrest in Libya had economic, political, social and 

technical implications. During the course of this research, the researcher investigated 

the role potentially played in regard to changing Libyan telecommunications staff and 

their customers‟ perspectives in terms of the impact of these factors upon the adoption

of an electronic payment system (see discussion in section 6.2.2.4). Finally, the findings 

of the current research introduced three additional factors, in which there was a strong 

contribution strengthening the current research (post coding, standard of living, and 
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unstable political situation in Libya), as discussed in sections 6.2.2.1.4, 6.2.2.2.10, 

and 6.2.2.4.2. 

6.2 Findings from both organisational and consumer perspectives 

The factors that emerged from the Libyan context from the perspectives of consumers 

and organisational employees are discussed in sub-sections 6.2.1and 6.2.2. The data 

analysis introduced in this research depends on the proposed research questions and the 

aims the researcher wishes to achieve. The aim is to investigate and explore the 

question: What are the social, economic, political and technical issues regarding the 

adoption of an E-payment system in Libya from both perspectives of consumers and 

organisational? In addition to this, it aims also to explore the interrelationship between 

these factors and their impact on each other, as well as the influences potentially leading 

to the adoption of EPS in Libya. This can be achieved by the researcher immersing 

himself in the field of investigation and respondents answers to interview questions. 

6.2.1 Open coding process from the consumer perspective 

As explained in section 5.4.1 four categories emerged during the open coding stage. 

This included the consideration that certain events share common characteristics with 

other properties, hence there is a need to separate them from the others. The researcher 

can use these common properties to group data within same category (Strauss and 

Corbin, 1990, pp. 69-70) as will be discussed in the following sub-sections, with regard 

to the research questions (see section 1.5) and based on the consumer‟s perspective. 

6.2.1.1 Consumer characteristics (e.g. knowledge, experience, skills, and age) 

Consumer knowledge, experiences and skills are factors that were revealed by the 

participants‟ responses. Consumers have basic information about the meaning of EPS 
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and some of are equipped with knowledge of how to use their credit cards for online 

transactions. Their level of knowledge is influenced by their experience, as established 

from their responses to the interview questions. For instance, based on questions 

relating to whether they had had the opportunity to use EPS, the respondents spoke 

about their experience and practice of the use EPS in Libya, using Libyan Amman Bank 

cards for buying goods worldwide. A consumer said: 

Yes, inside Libya, through the use of the cards of bank of Amman, and the 

FEDEX (Company who provide a physical address at any country) delivery 

system then the consumer can get the goods purchased via the company‟s 

address in Libya. (RES90, 30+) 

Another respondent from a consumer group expressed his experience of the use of EPS, 

with an international visa debit / credit card issued from outside Libya, saying: 

Yes, several times internally and externally through the international bank 

account, and sometimes using friends‟ addresses, or the addresses of global 

companies such as DHL, FedEx in Libya to order online. (RES110, 20+) 

The imports from the above two responses clearly indicates that lack of knowledge 

among consumers hinders them to make use of EPS services. However this factor led 

the researcher to think more deeply about the knowledge they have, prompting 

questions, such as “is the lack of knowledge attributed to lack of experience?”; “Is the

lack of knowledge influenced by education level?”, “Does knowledge affect the age of

the consumer?” The lack of experience in dealing with EPS creates a lack of skills and

practise for the use of the Internet as a means of carrying out online transactions. Based 

on the above, knowledge and experience revealed from the literature review has a 
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considerable impact on successful adoption of any given technology service (Al-

Mabrouk and Soar, 2009, pp.110-111).This is apparent from the respondent‟ comments

when asked the following question: 

Have you had the chance to use it? If “yes,” please explain, how and 

where? If no, please explain why not?  

This is evident, as indicated by the response from a consumer stated below: 

No, this service is not available in my country. In addition, I don‟t have 

any kind of payment cards which means I don‟t have any skills about 

how to use it. (RES110, 20+) 

One respondent stated that young people comprise more than 80% of the Libyan 

populace. Age and number of young people was a factor mentioned by many 

respondents; it was also closely related to level of education. Young people were found 

to be motivated to adopt EPS, due to their capacity to understand and accept new 

technologies and/or any such system, as compared with elderly people, who do not 

possess sufficient knowledge about how to use Internet services, especially EPS. The 

following statement from a respondent at the consumer level confirmed this view: 

Young people in the Libyan community comprises more than 80% of those 

who are able to use the internet and aware about its applications and 

implications, whilst the percentage of elderly people, around 10% are 

unaware of online services and therefore they do have not idea about 

online payment...(RES91, 30+) 



 

120 

 

 

This is line with the findings from the existing literature, which suggest that socio-

economic characteristics or population variables such as age are critical factors affecting 

the adoption of technology (e.g. Stansfield & Grant 2003, as cited in Dahms & Dubey, 

2014, Padachi et al, 2008, and Wu et al., 2012). Based on the above, when the 

researcher reviewed the previous literature, he found the knowledge and experience 

were revealed as having a huge impact on the successful adoption of technology 

services (Al-Mabrouk and Soar, 2009, pp.110-111). It was disclosed through a study 

conducted by Anyanwu et al., (2012, p.462) that most people have no common 

knowledge about Internet applications and are far from a point where they would adopt 

information and communications technology (ICT) in their banking. Some stated that 

they conduct their transactions using traditional payment methods (cash payment), 

rather than electronic. Salisbury et al., (2001) argued that in the case of the use and 

adoption of E-payment services, it is probably that consumers have limited knowledge 

about the distribution of potential outcomes of the use of the Internet as a channel for 

online transactions when using debit cards. 

6.2.1.2 Education level 

In this regard, the level of education played an important role in increasing knowledge 

among consumers about the use of EPS and the Internet. This shows that educated 

people are those with the ability to understand the importance and benefits that can be 

derived from the adoption of EPS, as compared to elderly people who are less well 

educated about internet use. 

Knowledge, experience, education level, skills and customer needs are interrelated with 

each other, explaining why they are grouped in the same category, „customer

perspective‟. In addition, these factors have influenced growing understanding of 
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consumers regarding the adoption of EPS, with the overall aim of assisting 

telecommunications companies to improve their service. It can be safely argued that 

lack of experience might be attributable to resistance to change, as this is corroborated 

by a respondent considered only why people resist, or find it difficult to adopt new 

technological services such as EPS. This is evident based on the following comments, 

as reported by a respondent: 

As usual when any new technology is initiated then, questions are raised 

namely; can this service be adopted? Any new technology initially faces 

criticism over time related to sufficient experience, which can assist in 

overcoming barriers; although there are consistent improvements with 

regard to Libyan culture, to deal with these new technologies. (RES112, 

40+) 

This finding is consistent with that in other studies, such as Ramanathan (2011) as well 

as the research conducted by the Office for National Statistics (2010), where it was 

submitted that lack of education can have a considerable influence on the attitude of 

consumers toward purchasing online. The above results concur with the findings of 

Özkan et al., (2010) who found that most E-payment consumers were undergraduates 

and postgraduates 

The preceding section explains the open coding process from a consumer perspective, in 

the sections and subsections that follow an explanation will also be presented from the 

organisational perspective. 
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6.2.2 Open coding from the perspective of an organisation 

Three categories namely technical, economic and organisational are created during the 

open coding stage. The factors related to each category will be discussed in the 

following sub-sections, with regard to the research question (see section 1.5) and based 

on the organisational perspective. 

6.2.2.1 Technical factors 

Different types of respondents from different positions within organisations 

(Government, banks and telecommunications companies) expressed their views 

regarding those technical factors that impact on adoption of EPS. These factors affect 

companies‟ organisational structure and have generated huge concern among the

population regarding the adoption of EPS in Libya, especially in relation to the 

telecommunications sector.  

The Deputy Minister of Communications and Informatics confirmed that lack of 

training courses, due to the lack of technical infrastructure should be dealt with 

effectively, so as to contribute to increased awareness among people in relation to the 

adoption of the EPS. This inference is drawn from the statement quoted below: 

If the infrastructures exist, we will open training centres to support 

system implementation, and make people aware of the system‟s fitness for 

purposeful usage. (RES104, 50+) 

And he added: 

Security is the most important elements for all transactions between 

websites and telecommunications companies; should the following points 

be considered to ensure EPS is widely approved and accepted: 
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The best way to convince customers is to be definite, because people have 

no proper knowledge / are unaware about electronic means and the risks 

associated with them. In addition, setting secured transaction protocols 

between end-users PCs and the banking system. (RES104, 50+) 

In the same vein, when the Director of Financial Management and Accounting at the 

Libya Telecom & Technology Internet Service Provider Company was asked the 

question “what in your opinion can the telecommunications companies, the banking 

system, and the Libyan government do to encourage the use of E-payment system 

service?” Hestated thefollowing: 

The telecommunications sector will take the following steps to accrue 

more benefit; firstly, working to find safer ways to transfer money or 

rather use the electronic payment system, secondly, providing direct 

services that allow electronic payment instead of using cash, and thirdly, 

facilitating and delivering services to customers, which will work toward 

boosting the company‟s income.(RES94, 40+) 

The majority of respondent from organisations submitted that security issues, trust and 

reliability relating to EPS are key concerns for online payments, as these are based on 

the transfer and storage of data that can be hacked if a system is not well secured. They 

added that the adoption of EPS will be boosted by the use of a secured system for 

carrying out online transactions through the Internet. For example, the Director of the 

Department of Information Technology at Libyana Mobile Phones Company said: 
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Provide simple things that make the transaction easier for the customer 

to adopt electronic payment systems in a simple, safe way, and with fewer 

accessibility problems. (RES95, 30+) 

Similarly, the Director of the Information Technology Department in the Prime 

Minister‟s Cabinet, also mentioned that the existence of security issues within 

companies providing online payments through websites is a very important factor which 

could positively affect the decisions of consumers, regarding whether to use the website 

or not. This is supported by his statement as given below: 

In the current situation in Libya it is necessary to provide a security 

factor before adopting EPS, so that people are less concerned about 

using online payments. (RES102, 40+) 

He highlighted the role the government can play in reducing security issues when he 

said: 

When government support is available for such projects (e-commerce and 

E-payment system), it makes individuals feel safe when using electronic 

payment system. (RES102, 40+) 

The Head of Business Administration in the Libya Telecom & Technology Company 

for Internet Service Provider corroborated with the previous respondent regarding 

security issues, trust and reliability and EPS, which were some of the main challenges 

that the telecommunications companies faced regarding the adoption of EPS. When he 

said:  
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The telecommunications sector will take the following steps to get more 

benefits; Firstly, working to find safer ways to transfer money or rather 

process electronic payments. Secondly, provide direct services for 

electronic payment instead of  cash, and gain / build consumer trust in 

the service offered. Thirdly, facilitate and deliver services to customers 

and boosts Company‟s benefit. (RES92, 30+) 

The significance of the above discussion is that technical factors are among the factors 

influencing the adoption of the EPS. This improves the attitude of users toward the use 

and adoption of EPS. This means, if telecommunications companies ensure all the 

necessary requirements they can also ensure the availability of technical factors 

affecting the user‟s attitude towards the final acceptance and adoption of EPS

positively. For example, Devi and Malarvizhi (2010) examined customers‟ perceptions

regarding e-banking in India, and their findings disclosed that customers were 

experiencing technical difficulties when following procedures, and had less of a social 

relationship with the bank. 

6.2.2.1.1 Trust and reliability 

Trust and reliability are linked to security issues and represent an integral part of the 

online transaction processes (Worku, 2010, pp.2-7). A staff member from the 

Administration of Republic Bank branches in Tripoli submitted that the adoption of 

EPS within the telecommunications sector will create trust between consumers and their 

banks; encouraging them to conduct more transactions online, and consequently 

boosting their trust in telecommunications companies and using their website facilities 

for transactions. This is supported by the comment below, which was given by a 

respondent: 
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An electronic clearing system will establish trust between customers and 

their banks, increasing the volume of exchange / transaction between the 

former and the latter. From a purely commercial point of view, customers 

using online payment systems via their banks, increase benefits for banks 

using this service. (RES99, 40+) 

The importance of the above statement is that if proper security measures are put in 

place, this would then increase satisfaction and trust among consumers. This assertion is 

further buttressed by a respondent: 

Provide the simple things that make the adoption of EPS easier for 

consumers, in terms of simpler methods when using the electronic 

payment system, including accessibility and security. (RES95, 30+) 

The findings from the review of prior literature regarding the challenges faced when 

adopting new technologies from both organisational and consumer perspectives are in 

line with some of the findings in the current work. For instance, Ullah et al., (2013), 

Abukhzam (2010, p.2), Swaminathan et al., (1999) and Rose (1999) all concurred with 

the fact that trust is one of the most important concerns regarding the integrity and 

overall embracing of online transactions. In their work, Kim et al., (2003) also 

explained the effectiveness of websites and suggested that the overall quality of a 

website in terms of security and robustness should be enhanced to improve the overall 

trust and satisfaction of potential users. Equally, the author reported that the reliability 

of a website and its response time to user queries is essential toward supporting the 

performance of online transactions. Furthermore, Pavlou and Chai (2002) also 

supported the argument by affirming that the concept of reliability is the singular most 
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important factor in the context of online transactions, when shopping via internet and 

engaging in consumer behaviour. Lee and Turban (2001) found that lack of trust is the 

most often cited reason for consumers not embarking on online transactions.  

6.2.2.1.2 Ease of use and convenience factors  

The researcher has noted that apathy can be a factor limiting the adoption of new 

technology. This is especially related to online transactions, in regard to the ease of use 

of technology and personal conviction. The Deputy Minister of Communication and 

Informatics mentioned in interview, that in order to ensure that customers experience a 

better quality of service, including ease of use and convenience, thorough guidelines 

must be followed to ensure a secure system. This explains why when he was asked “in 

your opinion, what can the telecommunications companies / banks / government in 

Libya do to encourage the use of E-payment system / service? Please explain your 

answer.” He responded that all participating actors must work together to achieve

greater acceptability and usability. This can be inferred from his words: 

Firstly, provide the service in a simple and convincing way. Secondly, 

advertise, telling people in a convincing manner how the system works, 

offer free training so that customers can perform their own online 

transactions. Thirdly, educate people through the media, give free 

training, and videos making them aware of the dangers of E-payment 

systems at the same time. (RES104, 50+) 

According to one respondent, some managers of telecommunications companies are 

beginning to realise the importance of the impact of ease of use and personal conviction 

on the adoption of EPS. They have suggested that if elaborate stepwise procedures, in 
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the form of videos and other multi-media services are provided, this will go a long way 

to increasing the tendency of users to accept and adopt new technologies. To this end, 

the director of administration in the Libya Telecoms Company stated: 

When the telecommunications companies consider the barriers facing 

EPS, they will facilitate EPS procedures, and also reduce the proportion 

of the monopoly held by some big companies and individuals, in order to 

provide people with an easy to use EPS system. (RES105, 30+) 

Another respondent from web services department also agreed with the notion that the 

utilisation of interactive techniques to educate users will facilitate ease of use and 

accessibility. The respondent suggested some steps to achieve this, as captured in his 

statement below:  

The telecommunications companies / banks / government in Libya can do 

the following to encourage the use of E-payment system service; firstly, 

provide the service through the companies‟ websites since customers 

prefer payment from their homes. Secondly, encourage customers from 

outside Libya to interact with corporate services instead of a single 

company retaining a monopoly. (RES87, 30+) 

The importance of the above expression is that ease of use is an important factor 

measuring the user satisfaction strategies in place to ensure this attribute. This will in 

turn enhance the attitude of users toward the use and adoption of EPS. Similarly, 

another respondent stated that it is the sole responsibility of telecommunications 

companies to ensure ease of use for their services including EPS. This suggests that in 

the context of Libya, if telecommunications companies ensure all the necessary 
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requirements ease of use will lead to positive attitudes on the part of the users, 

supporting final acceptance and adoption of EPS. For instance, Harris (2011) submitted 

that the level of usage of EPS increases for every additional increase in perceived 

functionality. This assertion is also supported by the work of Davis (1989), whereby it 

was submitted that ease of use affects consumers‟ uptake of new technologies by.

Similarly, Djamasbi et al., (2010) stated that ease of use has a strong influence on 

decision making, in particular, whether to accept or reject a new technology, such as 

EPS. An interesting conclusion was reached by Moore and Benbasat (1991) and Wu 

and Chuang (2010). This states that most individuals exhibit a strong aversion to a new 

technology, especially if it requires that they need to acquire a new set of skills to utilise 

it. 

6.2.2.1.3 Accessibility 

Factors pertaining to accessibility can be described if the EPS is made readily available; 

that is, if people can access it and if it has been ascertained that they can benefit from 

the service. For instance the Deputy Director of Administrative Affairs at the Libya 

Telecom and the Technology Internet Service Provider Company stated that if 

telecommunications companies make all EP services available via the internet, and 

accessible to people, regardless of whether they are disabled or not, the provision of a 

PC screen reader, which can enlarge the text on the telecommunications companies 

websites, then the level of difficulties regarding online transactions will be minimised. 

This notion is echoed by a respondent here: 

The electronic payment system will facilitate the payment process, 

without using a cash / cash payment system, and simply using this EPS 
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service, which is available any time, and anywhere, providing that you 

have access to a PC and get online. (RES95, 30+) 

This view is confirmed by the Director of a central network, who stated that if the 

availability of the Internet Services in most cities in Libya is high, in terms of quality 

and standards, this will fast track the adoption of EPS. He issued the proviso: 

Providing the Internet service is democratic in all the Libyan cities, at a 

reasonable price that is accessible for the majority of the citizens, with a 

quality service. (RES90, 30+) 

This suggests that the ability to access businesses and services by EPS must also 

embrace a wide range of concerns, including social and cultural issues, disability and 

economic interests (Coopers and Zmud, 1990). Putting in place a mechanism to cater 

for people with disability ensures that they are not discriminated against. Economic 

concerns relate to cost and affordability (Humphrey et al, 2001). Furthermore, bank 

opening hours should be extended to support customers with a view to preventing 

customers from spending more time queuing, because from a cultural perspective, 

people are not used to long waiting times (Ullah et al., 2013; Abukhzam and Lee, 2010, 

p.4; Libyan Economic Forum, 2008). Therefore, from the above discussion the 

researcher affirmed that the ability to access business and e-services provided by EPS 

includes social and cultural issues, disability, economic interests and social concerns; as 

some people would prefer simpler business transactions, via which a person can be 

contacted. In addition, lack of EPS facilities in Libya are due to modern banking, such 

as, Internet access, EPS service and e-banking, which have not been adopted yet.  
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6.2.2.1.4 Post coding 

The lack of post coding services (e.g. mail system) and technical support in Libya has a 

huge influence on the adoption of EPS by telecommunications staff. In other words, the 

lack of post coding services in Libya makes the adoption of EPS difficult when making 

online transactions, especially as there is are no links between the telecommunications 

companies and the banks, regarding the addresses of Libyan citizens. This problem is 

corroborated by a respondent who said:  

In terms of EPS, it will take some investment from the ministry in regard to 

the standpoint of infrastructure stand point. There is no link between 

customers and the local Libyan Banks, with the exception of the bank of 

Amman and the Bank of Commerce and Development. The percentages of 

Libyan‟s working in the public sector are very high. A way to improve the 

mail system, and deliver products safely should be considered, and as 

those responsible for this department, we should lead the reflection. 

(RES92, 30+) 

Another respondent from the Information System Management department argued that 

the issue of a delivery system can be resolved through services provision by outlets such 

as the RMX Company. In this regard, he said: 

The process of electronic payments will be one of motivation to the others 

in that they accept such a service in Libya. There is no problem affecting 

the delivery of products, because the RMX Company solved this problem 

by identifying a virtual place a western country; they also determined the 

prices for using these services. In addition, another company called Al 
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Yamamah provides the same type of service as that delivered by the RMX 

Company. (RES196, 40+) 

Post coding is a new factor, which has not been revealed in previous studies about 

Libya; it is significant though, especially as it relates to delivery and mailing system 

services. The lack of such services makes the adoption of online transactions 

inconvenient. This is essentially due to the long wait time between the online 

transaction and final delivery of the ordered products. 

6.2.2.1.5 Availability of EPS 

The Director of the Department of National Payment System at the Central Bank of 

Libya stated, local banks should embrace new platforms such as the National Payment 

System with a view to improving overall banking activities. He suggested that as a first 

step, the use of such platforms should be introduced to commercial banks. This would 

reduce public apathy and fast track the adoption of EPS. This is evident from his 

statement:  

When the electronic payment system is activated, then customers will be 

able purchase online anytime and anywhere around the world. This 

availability of online transactions at anytime and anywhere, might lead 

consumers to evaluate staff performance by making complaints through 

the Department of Human Resource Management. This in turn will 

encourage staff, motivating more consumers to adopt the electronic 

payment system (EPS). (RES99, 40+) 
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He explained that increasing the availability of such systems would potentially allow 

individual users to embrace their usage of online transactions at all times, provided they 

have access to internet connectivity.  

Poor penetration of internet connectivity in Libya has greatly hindered the adoption of 

new technologies based online, and this in turn has affected the online experience of 

users. The implication of this lead to loss of interest in online transactions, endangering 

the acceptance of technologies such as EPS. In essence, for a technology based online to 

be adopted and widely accepted there must be technical infrastructure available to 

power internet services. The websites on which transactions will be carried must be 

secured and campaigns embracing such technologies must be rigorously carried out. 

With all these factors in place, the adoption and implementation of EPS will be 

successful. The Director of the Islamic Banking sector, at the Republic Bank in Libya 

gave a clear example of how the lack of technical infrastructure affects the deployment 

of online services, when he said: 

The telecommunications sector does not have a sufficient infrastructure, 

even where it used adequately. (RES100, 50+) 

The findings in the current research conform with what has been reported in the 

literature, in regard to factors affecting the adoption of new technologies. For instance 

Laudon and Traver (2002), and Laudon et al., (2010, as cited in Nor et al., 2013) 

submitted that online transactions can help companies to: increase production flexibility 

by ensuring the timely availability of components from suppliers; improving the quality 

of products through increased cooperation between consumers and suppliers; reduce 

quality issues; increase opportunities for collaborating with suppliers and distributors; 
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and create more transparent pricing mechanisms, so that consumers can compare prices. 

Similarly, Medvinsky and Neuman (1993, 1995), as cited in a study conducted by 

Peterson and Howard (2012), concluded that the successful operation and adoption of 

new technology, such as online payment systems, is dependent on the availability of 

technical infrastructure and an efficient functioning of enterprises responsible for 

deploying the technology. The researcher suggested that the availability of an EPS 

environment may have influenced individuals, whether customer or organisational 

attitudes toward the adoption of EPS. While many studies have previously studied EPS 

in the west, they have nevertheless provided a solid basis for predicting consumers‟

intention to adopt (Rouibah, 2012). 

6.2.2.1.6 Availability of electricity 

A respondent stated that as far as he was concerned, the availability of electricity is 

central to ensuring telecommunications companies in Libya can provide uninterrupted 

EPS services. This is summarised below: 

Electricity must be provided to ensure continuity in online services, 

including E-payment services. (RES100, 50+) 

This submission is consistent with findings in other related work; especially as reported 

in Mishra (2008), which lack a robust telecommunications infrastructure and irregular 

supply of electricity, that might otherwise hinder the implementation and adoption of 

online services such as EPS in the Libyan context. The researcher found, through 

respondents‟ responses, that telecommunications companies cannot rely on utility

power during situations of unrest in Libya. They are unable to give people the reliability 

or power quality that individuals need to operate their transactions smoothly. Even a 
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short outage or power quality event can cause serious chaos for individuals, 

organisations and businesses. 

In the preceding sections the open coding process was presented from an organisational 

perspective, in terms of technical factors. In the sections that follow, the open coding 

process from the organisational perspective, as it relates to economic factors will be 

presented. 

6.2.2.2 Economic factors 

The findings revealed from the respondents, based on economic perspectives, regarding 

the adoption and implementation of EPS within the Libyan communication sector, 

include: perceived benefits, cooperation with existing entities, mutuality of 

stakeholders, cost of Internet adoption, standard of living, marketing businesses, 

awareness, withdraw control, feasibility studies for EPS implementation, Islamic 

banking services and competition. These are important economic factors in the adoption 

of EPS in the Libyan communications sector. In the subsections that follow, a brief 

description of each attribute is presented. 

6.2.2.2.1 Perceived benefits 

The respondent expressed views about the influence of these factors toward adoption of 

EPS. These results will be established through the respondent‟s responses. For instance,

when the researcher sought to establish how perceived benefits impact positively on the 

adoption of EPS in the Libyan communication sector, a respondent from the Libya 

Telecom & Technology Internet service provider said:  
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The companies can provide limiting offers; this gives them a reference for 

buying online, they used to get a bounce and spread awareness among 

people. (RES92, 30+) 

Another respondent from the Libyan Mobile Phone Company argued that the revenues 

of such companies will increase following adoption of EPS. Additionally, the adoption 

of EPS will contribute to the national revenue overall. 

When the system makes is easier for people to adopt this system, and the 

company distributes profits, this will, in turn increase the economic 

revenue of the country. (RES95, 30+) 

The importance of the above expression is that the perceived benefits derived from the 

adoption of EPS can significantly encourage telecommunications companies to roll out 

services and in turn could then encourage users to embrace these services. This assertion 

is in line with findings by Lee (2009) and Zhe et al., (2006), which concluded that 

perceived benefit factors significantly enhanced the rate at which online services are 

embraced, implemented and adopted. 

6.2.2.2.2 Cooperation with existing entities 

The cooperation with existing entities is another factor related to economic factors. 

Effective cooperation between governments, telecommunications companies and banks 

facilitate the adoption of EPS by decision makers. The Director of Islamic Banking at 

the Republic Bank in Libya echoes this view, stating that the existence of cooperation 

between individual entities would increase the degree of trust among stakeholders 

regarding the adoption of such a system. Thus, this factor can be understood to play a 

role in encouraging potential users to embrace new technology.  
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When a customer obtains a bank card, this means he will be in touch with the 

bank, which increases confidence. This result reveals the customer‟s desire to 

deal with the banks electronically, moving away from using traditional methods of 

payment. (RES100, 50+) 

This clearly suggests that a proper information sharing mechanism between relevant 

entities (e.g. telecoms companies, bank and government) who have a say in the adoption 

of technology can contribute to the successful adoption of EPS. This is because the 

discussion that stems from information sharing will allow individual parties to ascertain 

each other‟s needs before deciding on what final action to take. In doing so, different

barriers regarding the adoption of EPS could be identified, from which efficient ways to 

curb such barriers, including regulatory requirements could be determined. This notion 

was expressed by the Manager of Finance and Accounting in Libya and the Telecom 

Internet Service Provider Mobile Company: 

The state is the most important link in the creation of cooperation, and 

then comes the company‟s role in providing the service, and then the role 

of individuals, to choose from what is available to them, to feel 

comfortable that their transactions online are secure and safe. (RES94, 

40+) 

The submission above is in line with findings reported by other researchers regarding 

cooperation between entities. For instance Guo and Wong (2012) sated that an E-

payment standard is often required for adopters to follow. The service providers of 

specialised electronic payments, integrating current payment methods and facilitating 

close cooperation with stakeholders to clear and settle payments, often apply this. 
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Baddeley (2004) concluded that the successful adoption of EPS requires universal 

acceptance through investigation of barriers from an economic point of view; noting 

that this can only be achieved in cooperation between entities such as corporations, 

governments and banks. The researcher confirmed the successful adoption of EPS 

requires universal acceptance through investigation of barriers from an economic point 

of view. This can only be achieved through cooperation with existing stakeholders, such 

as telecommunications companies, governments, and banks, as corroborated by (Briggs 

and Brooks, 2011). 

6.2.2.2.3 Mutuality of stakeholders 

The concept of the mutuality of stakeholders have was reported by researchers such as 

Peha and Khamitov (2004, as cited in Teoh et al., 2013), who sought to guarantee 

benefits that could be derived from the adoption of EPS. 

Based on the perspectives of stakeholders, including consumers, telecommunications 

companies, banks and government, it emerged that certain conditions, such as the 

cooperation of a number of different stakeholders could play a significant role in 

effecting the adoption of EPS. This can be inferred by statement by the Director of 

Human Resources at the Libya Telecom & Technology Internet Service Provider 

Company, who said: 

In order to adopt an electronic payment system, it is necessary that there 

is cooperation between individuals companies, banks, and the 

government, which then encourages companies to provide infrastructure 

and encourage customers to adopt EPS in their transactions. (RES89, 

40+) 
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Another respondent also corroborated the argument that the mutuality of stakeholders is 

an important factor in the adoption of EPS. From a Libyan perspective, speedy uptake 

of online transactions using EPS will be enhanced through the creation of companies to 

manage Visa and MasterCard issuance, with collaborative support from banks. One 

stakeholder stated: 

Private companies, such as Visa and MasterCard, are expected to receive 

benefits from the adoption of an electronic payment system in Libya, and 

the banks should support these companies (Visa, MasterCard), 

encouraging customers, like individuals and merchants, and regulating 

the relationships between all government parties.(RES105, 30+) 

From among the stakeholders, the banks are the most likely to derive benefit from the 

adoption of EPS; or that is the understanding from a Libyan perspective. Some of these 

benefits include savings in the amount of time spent carrying out business transactions 

and savings in monetary terms. This can generate increased revenue for the banks. In 

essence, if all the necessary strategic frameworks regarding the adoption of EPS are put 

in place, the banks will be most likely to benefit. This view was expressed by a 

respondent when he said: 

…....there are many important points that should be considered, such as; 

firstly, cooperation depends on the role of the state and the extent of its 

support. Secondly, it is necessary for companies, banks, and the 

government to study the economic feasibility of EPS project adoption, 

what the opportunities are, the weaknesses, and the potential benefits of 

project implementation. Finally, banks are one of the most important 
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stakeholders, and most likely to benefit from this system, because of its 

role in facilitating the procedures of electronic payment, between 

customers and vendors. (RES90, 30+) 

Previously, some authors have asserted that sharing benefits and costs between 

stakeholders is a necessary condition for the deployment of EPS. For instance, Johnson 

and Lee (2006) reported that stakeholders can derive benefit from the adoption of EPS 

by taking advantage of the system. From the stakeholder perspective, the benefits and 

costs associated with risk relate to the successful deployment of electronic payments 

between consumers, merchants and financial organisations and infrastructure providers 

(Oh et al., 2006, as cited in Raihan et al., 2013).  

From the above discussion the researcher was able to confirm an exchange of benefits to 

stakeholders, indicating that the benefits provided for each member of the stakeholder 

group must exceed the cost borne by the stakeholders when selecting adoption of the 

system. When adopting EPS, consumers bear some costs, including transaction fees, the 

time taken to sign and sometimes also the cost of participation. Traders wishing to use 

EPS as a means of collecting money from customers (for example, through the 

company‟s web page on the Internet) should apply an integrated EPS with regulatory

processes, and this may also bear some investment costs.  

6.2.2.2.4 Internet cost 

The Internet offers the most efficient and fastest online channel to carry out electronic 

transactions. This helps make businesses globally accessible and offers some level of 

reliability. However, the high cost of Internet services can have a negative impact due to 

the poor level of access among potential users. This in turn affects the benefits of 
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service providers, such as the Libya Telecom & Technology Internet Service Provider. 

This is largely due to service providers running at a loss if there are insufficient 

subscribers to access internet resources. The Libyan government can also play a role by 

subsidising the cost of internet access and increasing competitiveness among service 

providers with a view to expanding access to users. On this note, a respondent stated: 

The cost of Internet services in Libya is higher compared to that in 

neighbouring countries. As a result, few people / families can afford to 

use the Internet to perform online shopping. (RES112, 40+) 

The Director of Administrative Affairs at the Almadar Aljadeed Mobile Phones 

Company argued that the high cost of Internet access related to Internet service 

connection charges and associated subscription tariffs, but suggested that other avenues 

could be explored to take advantage of the E-payment system. He said:  

 Internet prices are still high, but with an E-payment system it is possible 

to rely on other means, such as mobile phones. (RES113, 30+) 

But the head of web service department at the Libya Telecom & Technology Internet 

Service Provider claimed that the hosting fees for websites with sufficient bandwidth 

were within acceptable margins, as compared to the price of using the Internet itself: 

 Yes, prices are reasonable for hosting websites, but the prices for the use of the 

 Internet are still high compared to the common citizen/ Libyan‟s income. 

 (RES110, 20+) 

The arguments above are also in accordance with the findings of Mahadevan & Suardi 

(2012), who stated that lack of an adequate infrastructure and the high price of internet 
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connectivity in most developing countries is responsible for the low adoption rate of 

EPS.  

6.2.2.2.5 Marketing business 

In the course of this research, a trend was observed, whereby the majority of 

telecommunications companies are more concerned with the overall intentions of 

consumers regarding the adoption of online transactions. To this end, it can be safely 

argued that establishing solid marketing business awareness, can, to a great extent, 

influence the adoption of EPS decisions and payments via the Internet. For example, the 

director of business administration in Libya Telecom stated:  

In terms of any company, if they adopt EPS, they will do so over the 

longer term, until they legalise the regulations for online transactions. 

This depends on the spread of business awareness among them, and 

reduces resistance. (RES92, 30+) 

Additionally, authors including Guttman (2003, as cited in Kumaga, 2010), Kalakota 

and Whinston (1997) highlighted factors that could hinder the user‟s experience

regarding the adoption of EPS. Briggs and Brooks (2011) argued that the role of 

regulatory bodies in the design and development of an effective market is necessary for 

the development of electronic payment systems in Nigeria, stating this was a key issue. 

In recent times, the Nigerian government has reported the development of a payment 

system by stakeholders, in particular financial institutions; while regulatory bodies have 

played negative roles (p.3). From the above discussion the researcher identified some of 

factors including marketing strategy, publicity, the reputation of the bank‟s anchoring a

system of trustworthiness for the company deploying the system, the background 
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technology behind the system, the comfort of the user, and the ease of use, especially as 

it relates to user interface. 

6.2.2.2.6 Feasibility studies of EPS adoption 

It is important to carry out a feasibility study, as this is a factor affecting the acceptance 

and adoption of EPS. The purpose of a feasibility study is to ascertain if the EPS is 

economically fit for purpose, with respect to its design, implementation, testing, 

integration, maintenance, and optimisation. The widespread implementation of EPS 

across Libya could serve as a basis for its acceptance. Important feasibility factors 

would include cost benefit analysis, market share and availability of necessary 

requirements, which would then all assist in the adoption of EPS (Nasri, 2011; Turban 

et al., 2000).  

An important factor highlighted by a member of staff at the Libyana Mobile Phones 

Company, regarding the need for feasibility study before full scale implementation of an 

EPS, pertains to the possibility for a potential change in the financial situations affecting 

telecommunications companies. This is important because a deteriorating financial 

situation could affect the implementation of EPS. For example, were the 

telecommunications company to experience loss of market share or consumers, or 

monopoly, these would then be important factors hindering the adoption of EPS. The 

following response from a respondent offers a clear understanding of the importance of 

feasibility factors: 

Before adopting / implementing EPS in Libya, the companies involved 

must clearly assess economic feasibility, identify the advantages and 
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disadvantages, in order to avoid problems that may arise, and to insure 

successful EPS implementation. (RES64, 40+) 

The Director of Information System Management for the Libyana Mobile Company 

agreed with the previous respondent, when he observed that to embark on feasibility 

studies regarding the adoption of E-payment system is an essential precursor to the full 

implementation of an EPS project. In addition, the implementation plan should be 

specified, evaluating the capability of companies before the overall project execution. 

For example, some responsible individuals argue that: 

Telecommunications companies must provide a suitable social and 

economical environment for E-payment, before starting the use of 

electronic payment through the use of mobile phones. Furthermore, the 

Libyan population must have an adequate level of education, if they are 

to be able to follow / adapt to this new technology, and at the same time 

measure companies‟ ability to adopt the system. (RES65, 30+) 

The factors presented above are in line with findings presented in other related works. 

For instance, Nasri (2011), and Turban et al., (2002), reported that the implementation 

of EPS must be done following evaluation of the economic situation regarding its 

design, operation, maintenance and upgrade, before final acceptance is ascertained. The 

authors also concluded that acceptance and widespread use by consumers are essential 

elements of economic feasibility. The success of electronic banking services is being 

restricted by the problem of technological feasibility. That is, the extent to which 

technology (bandwidth availability and information reliability, tractability, and security) 
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will be able to exponentially sustain increasing demands worldwide (Dahlberg et al., 

2008) as cited in (Harris, 2011). 

Therefore, the researcher affirmed that before telecommunications companies start to 

perform a project or a plan to implement EPS, a variety of dimensions should be 

identified to estimate the plan‟s capability. In other words, EPS feasibility studies, prior

to the adoption of EPS, are crucial for uncovering the strengths and weaknesses of all 

current payment systems; they can help decision makers to measure the benefits of 

adopting such a system. 

6.2.2.2.7 Withdrawal control 

People manage their bank account(s) in different ways, and so different types of control 

over such accounts can be put in place. Some people give consent or approval to one of 

their friends or relatives to manage transactions on the Internet, while others manage 

their finances independently. For the user of online payments, it is noteworthy that can 

exercise control over their accounts and expenses via online banking services. One of 

the respondents who was asked about the withdrawal control factor, claimed that the 

main issues pertain to how to control the online payment process when using the debit 

cards or credit cards, since this is associated with their ability to regularly manage 

accounts, and exert greater control via the Internet. For example, the director of a 

business department at the Libya Telecom Company stated that;  

Using a debit card means that the money is in your account; preferred 

standard of living will affect how much you spend. If you consider 

standard of living, the standard and quality of life will effect what people 

need and how they manage their accounts. (RES62, 30+) 
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The point above regarding the withdrawal control factors emerged from the 

respondents‟ answers, which are consistent with what is reported in previous literature.

A consumer can control their expenses by withdrawing money following electronic 

access to a source website (a bank may issue electronic cash or the issuer may be a 

private vendor, such as PayPal) and provides proof of identity, such as a digital 

certificate issued by a certification authority, or a combination of a credit card number, 

and a verifiable bank account number (Shittu, 2010, p.54, as cited in Wisdom, 2012). 

Therefore, the researcher can confirm that people can control their expenses by 

withdrawing the amount they need and can then effectively manage their accounts. In 

addition, the standard of living for each individual in the Libyan context effects how 

much the person might spend. For example, if individuals consider their standard of 

living, the standard of their quality of life will effect what those people need and how 

can they manage their accounts.  

6.2.2.2.8 Islamic banking 

The recent development of an EPS to support online banking in Islamic contexts 

generates unprecedented challenges; these are affected by Islamic rules and legal 

dilemmas. The primary concern of many respondents, in the Libyan context, was that 

the introduction of EPS within the banking system should comply with Islamic financial 

rules. This also has an impact on the use of debit and credit cards. 

To assist Islamic banking providers to manage EPS implementation while observing 

Islamic finance principles / rules, one of the respondents highlighted a number of 

relevant issues, including the Islamic banking rules, terms and conditions and methods 

of payment. He stated that: 
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The banks have to provide customers with a simpler, easier and safer E-

payment system to use, and above all easy accessibility to the Internet. 

They should make sure that a minimum standard exists, so that people 

will be willing to use their new payment system with Islamic financial 

rules. (RES65, 30+) 

A director of human resources agreed, adding that the telecommunications companies 

must follow the Islamic financial rules in their transactions: 

In this respect, the Libyan government should do the following; Firstly, 

entrench a culture of payment, because people trust the government more 

than the companies; secondly, train Libyan citizens to use EPS through 

multimedia, and create awareness of potential dangers related to the use 

of this new technology; thirdly, follow / abide by Islamic financial rules 

when companies are adopting an electronic payment system. (RES89, 

40+) 

The Director of Islamic Banking at Republic Bank agreed, supporting the previous 

respondent‟s views andadding: 

High class / high standard citizens (high income citizen) would not mind 

their expenses being regulated or monitored through their debit and or 

credit cards. However, they are not ready to use these cards, because 

they do not follow Islamic financial rules and regulations, related to 

interest in general, and particularly those requiring interest to be paid on 

transactions. (RES100, 50+) 
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Based on the findings in this research, and the information gathered from past work, 

such as Chong and Liu (2009), Council of Islamic Bank (2005) and Haron (2001), it has 

been observed that the inclusion of Islamic banking principles based on Islamic Shar‟ia

Law play a significant role in the development of the economic situation in Libya. For 

instance, Hamed and Berger (2012) reported that the implementation of Shar‟ia

compliance is seen as an important factor in Islamic banking, as this can have an effect 

on the use of debit and credit cards. However, a Shar‟ia compliant E-payment system 

would be an important consideration, not just for Muslims in Libya, and in other 

Muslim countries but also those living in non-Muslim societies worldwide, that would 

also benefit the national economy. 

6.2.2.2.9 Competition 

The findings of this research revealed that, the lack of EPS adoption may also be 

attributable to the lack of competition between the telecommunications companies and 

Internet Service Providers. Competition gives consumers more options, allowing them 

to choose between companies and select offers that most meet their needs. This includes 

a best quality service, more secure transactions, and Internet accessibility with low 

pricing. For example: 

Foreign companies, by adopting electronic payment systems invest in 

infrastructure (Internet), to have their businesses online, enabling 

country‟s to experience economic growth / progress.(RES99, 40+) 

In the same vein, another respondent, reporting from an organisational stance, argued 

that the revolution of the 17th February played a significant role in encouraging 

international companies, especially telecommunications companies to become more 
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competitive. This was clearly stated by the Director of the Information System 

Management department in the Prime Minister‟s cabinet, who gave an example,

explaining the impact of the revolution on telecommunications companies:  

The Revolution of the 17 February 2011, contributed to a change of 

mentality and concepts; such that projects were monopolized by certain 

companies due to the non-existence of open-competition between 

companies. Thus, I felt that the revolution would affect the adoption of 

digital projects, and the evidence is that the number of Internet users has 

increased following the revolution; therefore we can conclude that there 

has been a revolution in informatics. (RES102, 40+) 

Based upon the facts that emerged above, and the views stated in the literature review, 

such as by Chavosh et al., (2011), competition between companies or banks can play a 

central role in both developed and developing countries, supporting the adoption of new 

technologies such as e-commerce and E-payment. Furthermore, the growing adoption of 

e-commerce within the economy has encouraged many banks to suggest payment 

services dedicated to electronic transactions, which has resulted in increased 

competition OECD (2006), Heng (2007), and Jackson (2006). Based on the above 

explanation the researcher sought to enhance the efficiency of payment services as an 

easier means of operating the economy. Therefore, competition and innovation are 

principal drivers for efficient payment markets over both the short and long term. In 

addition, competition between telecommunications companies can overcome the 

monopoly, which may turn affect these companies 
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6.2.2.2.10 Standard of living 

To understand the meaning of the phrase „standard of living‟, it is necessary todefine its

scope. Standard of living, as defined in the Investopedia dictionary is “the level of 

wealth, comfort, material goods and necessities available to a certain socioeconomic 

class in a certain geographic area” as cited in Gupta and Agrawal (2011, p.2). The

standard of living includes factors such as income, the quality and availability of 

employment, class disparity, poverty rate, quality and affordability of housing, hours of 

work required to purchase necessities, gross domestic product, inflation rate, number of 

vacation days per year, affordable (or free) access to quality healthcare, quality and 

availability of education, life expectancy, incidence of disease, cost of goods and 

services, infrastructure, national economic growth, economic and political stability, 

political and religious freedom, environmental quality, climate and safety. Standard of 

living is closely related to quality of life (Ovat, 2012, p.129). Standard of living affects 

an individual‟s ability to use EPS, based on the quality of their employment, income,

education level, economic and political stability, etc. (Cvrlje and Ćorić, 2010). This

means that personal income plays a significant role in an individual‟s willingness to

adopt an E-payment system.  

The researcher found, based on responses from both types of respondents (consumers 

and organisational) that an increased level of standard of living, will eventually lead to a 

rise in the quality of education, cost of goods, income and political stability, etc., all of 

which can affect the attitude of customers and encourage them to adopt EPS. This is 

because their acquisition of knowledge enables them to change their way of thinking, 

thereby increasing their tendency to adopt such a system, as affirmed by (Ozkan et al., 

2010). This means that personal income level is significantly influenced by the 
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mentality of people toward the use of the Internet, and also increases their tendency to 

adopt a new technology such as EPS. In addition, electronic payment will provide the 

Libyan people with better access to services, which will increase and improve their 

overall standard of living.  

It is observed, from most of the respondents‟ answers, as shown below, that peoples‟

attitude have a huge influence on their willingness to adopt online payment. This 

suggests that individuals estimate the amount of money they can set aside for their 

online transactions in order to keep pace with their standard of living. This behaviour 

directly affects consumer‟s attitude toward EPS, in that their way of thinking is differs

completely from other people who manage their expenses differently with regard to 

their standard of living. For example, the impact of this factor is clarified through this 

consumer‟s answers: 

The standard of living of individuals plays a big role in decision making, 

relating to the desire of to adopt modern payment methods, such as the 

electronic payment system. This kind of impact is clear among certain 

classes of individuals, and depends on the level of a person‟s monthly 

income, their control over their expenses, and their internet purchase 

buying pattern. (RES94, 40+) 

Moreover, standard of living is influenced by economic factors, in terms of the level 

and the availability of employment (SMEDAN, 2009). This is evident from the 

response of the following respondent, who said: 
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...standard of living will affect on how much I can spend. If you consider 

the standard of living, the quality of life will effect what people need and 

how they can manage their accounts. (RES92, 30+) 

Another respondent from consumer level added: 

The capital level per inhabitant plays an important role in the advantage 

obtained from using the Internet, especially when price is considered 

unreasonable compared to other options. (RES106, 20+) 

The consideration of standard of living appears to be a novelty of this research, as it 

emerged as a new factor from people‟s responses. Based on a recent journal paper, the

researcher introduces standard of living as a new factor contributing towards the 

adoption of EPS (Elbasir & Howley, 2013). In fact in the Libyan context, living 

standard was not particularly relevant as one of the economic factors affecting the 

adoption of EPS. This fact is a further contribution of this research. In addition, the 

novelty in this work lies in the fact that key findings were based on the use of grounded 

theory analysis, emphasising the perceived benefits of the adoption of EPS in the 

Libyan context, as discussed in Chapter four. 

Having explained the open coding process from an organisation‟s perspective, regarding 

economic factors, the next section (and its subsections) will detail the open coding 

analysis based on the organisational perspective. 

6.2.2.3 Socio-organisational factors 

There are some factors revealed by respondents from telecommunications companies‟,

regarding their perspective toward EPS adoption. A respondent mentioned two such 

factors, namely staff experience and staff awareness. Through employment of an open 
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coding process, it appears that these factors have an impact and influence on the 

respondents‟ attitudes toward the adoption of EPS. These influences will be explained

in the next section. 

6.2.2.3.1 Staff experience 

Discussion with staff with international experience regarding the use of EPS outside 

Libya has suggested that the use of EPS for online transactions is easy to understand, as 

the process is relatively simple; this encourages consumers to adopt EPS for online 

payment. For example, the Deputy Director of the Ministry of Telecommunications and 

Informatics said: 

.... I used it a lot abroad and I experienced no problem like the ones I face 

whilst using my card for online transactions within the state. In fact, 

advanced technology is facilitating the process of E-payment system 

abroad. (RES104, 50+) 

The low level of experience among many respondents, who are stakeholders in Libya, is 

attributed to the low level of awareness of the use of Internet as a method of online 

transaction to buy products. Thus, Libyan EPS users are less experienced compared to 

other EPS users outside Libya. Due to this lack of experience, some members of staff 

are also reluctant to support the adoption of EPS until the telecommunications 

companies provide simple to follow information facilitating the procedures for adopting 

EPS. For example, the following respondent pointed out the importance of practical 

experience with the use of EPS: 

No, I have used it before; but there is a lack of EPS services in Libya, 

which does not allow me sufficient experience when dealing with online 
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transactions… now we citizens are facing many difficulties obtaining 

bank cards. The banks are favouring only businessmen or 

businesswomen, who have in their view more experience using the 

Internet and are more suitable users of EPS. (RES94, 40+) 

The views expressed above are further buttressed by two respondents who have had the 

opportunity to use their debit cards (issued from two different local banks (i.e. Amman 

Bank and Commercial and Development Bank)), to make payment via the Internet for 

hotel bookings and other online transactions, using their company address in Libya to 

receive delivery of their products. 

Yes, I have a debit card issued by the Amman Bank and Commercial and 

Development Bank, and these cards allowed make me to make a hotel 

booking outside of Libya. I have experience enough to use EPS locally, if 

the country adopts it. (RES296, 40+) 

Many respondents suggested that the remainder of the local banks in Libya need to 

learn from the experience of other banks, such as the Amman Bank and the Commercial 

and Development Bank, with a view to ascertaining the associated benefits that comes 

with the adoption of EPS. This apathy on the part of those banks that are yet to embrace 

the use of EPS is attributed to a lack of cooperation with banks who have adopted EPS. 

This notion is echoed by one respondent who said: 

Yes, I have Visa card and a MasterCard from the Amman Bank and I 

used both of them inside and outside Libya for hotel bookings for 

instance. I can state that we are lucky and can benefit from the experience 

of Amman Bank when dealing with online transactions, which other 
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financial institutions do not have the need to establish a system. (RES100, 

50+) 

This response supports the previous respondent: 

Yes, to book a hotel outside of Libya, because I have got a debit card 

from Amman Bank and I hope that the rest of the Libyan banks will 

benefit from the same experience of Amman Bank, and create the 

conditions for their customers to benefit from the same type of system. 

(RES102, 40+) 

The assertions expressed above further confirm the reports in previous studies 

mentioned in the literature review. For instance, Hernández et al., (2010) stated that 

frequent Internet users, either consumers or organisations, have sufficient experience 

online to engage in online transaction. Moreover, Abrazhevich in (2004) investigated 

the relationship between user experience, e-commerce and EPS in the context of real 

time use and usage over a given period, and established that user experience has a huge 

impact on the use and adoption of EPS. Additionally, researchers including Guttman 

(2003) and Egger (2003) have reported that user (staff or consumers) experience 

regarding the adoption of EPS can be influenced by various factors, such as marketing, 

publicity, the reputation of the bank, trust of the company‟s operating the system, the

technology behind the system, and the ease of use of the user interface.  

The researcher considered that the influence of attitude upon intention to buy online 

decreases as users acquire more products via the Internet. This is because more 

experienced user‟s base their behaviour more on their experiences than on attitude. The 

results reveal that previous experience with the Internet is important for both initial and 
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repeated purchases, as it allows users to feel more confident when interacting with 

telecommunications companies‟ websites.  

6.2.2.3.2 Awareness 

This factor involves highlighting the importance of adopting EPS by increasing 

awareness among staff of access to useful and necessary information. Lack of 

awareness affects the willingness of telecommunications companies‟ staff to develop an

E-payment system, since they are unaware of the benefits that come with the adoption 

of EPS. This suggests that if telecommunications companies were to put an effective 

plan in place to increase awareness of EPS among staff, then their likelihood of 

convincing additional people to use them would increase. One respondent stated: 

It is necessary to provide and expand awareness among traders, 

individuals and all stakeholders. In this way, awareness will spread 

among all individuals, helping the government to adopt this system. 

(RES100, 50+) 

Another respondent affirmed that increased awareness among staff could influence EPS 

adoption, by saying: 

I have some experience dealing with the Commercial and Development 

Bank. In this institution the service has improved, because they contribute 

to educating people, in addition there exists an agreement between the 

Almadar Aljaded Mobile Company and the above mentioned bank, to 

provide an E-payment service. (RES101, 20+) 

The researcher found, through the responses from one interviewee, that awareness 

among companies‟ staff members could be increase by rewarding them; including
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presenting special benefits or bonuses to them, offering them free training courses when 

they choose to adopt EPS. This is clearly indicated by the response from the head of the 

Libyan central core network Telecom and Technology Internet Service Provider 

Company, he affirmed: 

Providing additional features to electronic payment system users, will be 

more effective / attractive than giving cash to encourage them to adopt 

the electronic payment system. (RES90, 30+) 

He added: 

Individuals should be encouraged by the government to provide a special 

service, in order to encourage them to buy online using E-payment 

system. (RES90, 30+) 

In addition, by comparing the responses of respondents and reviewing the literature, 

Yaqub et al., (2013) claimed that the reason for the slow adoption of E-payment in 

Nigeria is a lack of awareness of the benefits of the system. Furthermore, the report 

issued by BNM (2010) confirms the effect of lack of awareness on the availability of E-

payment facilities (e.g. security concerns and preference for cash) as causes for not 

adopting E-payment. Consequently, it was found by the researcher that when aiming to 

improve the functioning of online transactions it is important to develop an 

understanding of people and increase awareness of their roles by ensuring that 

transactions are not misused. Thus, these findings are consistent with the previous 

literature which confirms the impact of awareness and experience on the adoption of 

EPS among potential users. 



 

158 

 

 

6.2.2.3.3 Resistance to change 

In general, people act in accordance with their impression of expected results in cases of 

new or changed practices in the context of business. If they see a threat to their current 

practice, they may react with opposition and resistance. Therefore, when a number of 

functions are made available on the Internet, employees can become afraid of losing 

their jobs, which leads to little enthusiasm for the application of EC (Dakela, 2011). 

This in turn will generate more concern among stakeholders, about increasing 

awareness among staff before EPS adoption. This is evidenced through the response of 

the following respondent;  

Provide the service in an easy and convincing way, through: firstly, 

advertising, they have to tell people and show them how the system works. 

Secondly, convince people to buy without cash and remove all barriers to 

E-payment. Thirdly, run an awareness campaign, educating people via 

the media. (RES104, 50+) 

The Director of Business Commercial of Libya Telecom and Technology Internet 

Service Provider Company recommended that his company reduce the resistance to 

change, by adopting legislation and regulations for online transactions. For example, in 

the following excerpt, the respondents suggested important procedures that could be 

adopted to assist in reducing resistance to change, as it affects EPS adoption; he said: 

In terms of legislation, it will take a long while to see any legislation 

being put in place, with regard to online transaction. Therefore, 

companies will have to be patient, before seeing it happen. Further, it will 

depend on the effort put into creating awareness among staff and 
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customers of the benefits of EPS, and the necessity to reduce resistance to 

adoption of this new technology. (RES92, 30+) 

In addition, during interviews with different stakeholders, it was found that managers 

who have experience can reduce resistance to EPS adoption among staff. This included, 

for example, minimising the risk of system failure, reducing or avoiding the problems 

faced by system users, and advocating an aggressive marketing strategy (i.e. the 

establishment of a strong marketing department), in the hope of convincing people of 

the benefits that attend the adoption of EPS. For example: 

The banking system should have administrators who are willing to 

introduce an electronic payment system, with government support. In 

addition, a marketing strategy should be activated in the banking sector, 

persuading customers of the importance of new technology to households, 

businesses, and the country as a whole, finally raising awareness through 

an aggressive marketing strategy. (RES99, 40+) 

The respondent‟s answers have been compared with those found in the literature and no

contradictions were found between what respondents had said and what has been 

reported. Worku (2010), for example, argued that the resistance to changes in 

technology among customers and staff is due to: Lack of awareness on the advantages 

of new technologies, lack of trained employees in organizations, individuals being 

resistant to new mechanisms of payment, and fear of risk taking. AlGhamdi(2012) 

stated that some barriers were encountered in the rapid implementation of e-businesses 

in the market of Saudi Arabia, due to the lack of online transactions, shortage of 

employees‟ skills for implementation, and adoption of e-business systems. The 

http://arxiv.org/find/cs/1/au:+AlGhamdi_R/0/1/0/all/0/1
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researcher affirmed that it is clear that lack of awareness among staff will have a 

negative effect on their willingness to adopt EPS, leading to a lack of communication 

between the stakeholders and consumers. In addition, resistance to change has 

increasingly been prominent among organisational dynamics, and when resistance is 

from staff this can cripple an organisation. 

6.2.2.3.4 Ease of communication 

The lack of communication between consumers and telecommunications staff was 

revealed by this research, and was mentioned by many interviewees. The lack of 

convergent interests between them, i.e. possessing the ability to understand consumers‟

need and to avoid poor quality of communication, affect the relationship between 

companies and their customers (Harris, 2011). The existence of poor communication is 

also attributable to staff being unaware of the importance of communication as a 

significant factor which can lead to consumer satisfaction and increase their willingness 

to ask for more services, such as EPS (Sumanjeet, 2009). For example, the following 

respondent recommended some steps to follow to overcome the lack of communication 

between stakeholders; he mentioned:  

Lack of a new banking reality in Libyan society, the common Libyan 

mind-set, is the reason why these institutions would rather deal with their 

customers using traditional banking methods; and to overcome this 

problem the banks should; Firstly, Spread Awareness of new banking 

methods such as electronic banking systems. Secondly, advertise these 

new technologies with free training delivered online and onsite. Thirdly, 

change the way they communicate with customers (Go to consumers and 

explain to them the benefit of the system - Send out leaflets explaining 
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EPS and how to use it. Fourthly, provide more ATMs in different areas 

around the country. Fifthly, increase security around ATMs (CCTVs, 

Private security guards, etc.)(RES99, 40+) 

The defects in communication strategy have affected staff‟s skills. Effective

communication on the part of the staff is an essential requirement to ensure drive toward 

the successful adoption of online payment services. This opinion is echoed by 

respondents, who stated: 

The propaganda campaign expressing the advantages of using E-payment 

services, should be clarified, so that everything is clear from the outset. 

Hence staff should speak about EPS, highlighting its importance and the 

advantages gained by using this service. (RES296, 40+) 

Effective communication does not occur naturally; bank staff need to take the lead and 

make it happen. Even for consumers speaking the same language, things might be 

difficult, because they have different educational levels, and are from different cultural 

and religious background, although Islam is dominant. Moreover, staff expectations, 

determination, and understanding of EPS adoption may also lead to problems at 

initiation with regard to communication, motivation leading to staff to work harder to 

solve issues, finding different methods to deliver better communication, address 

consumers‟ needsandpoint theseout.Onestaff member said:  

When a customer faces problems, such as being unable to contact the 

company or e- service provider as he wishes that will be a source of a 

problem and become a big issue. In fact it creates conflict, causing these 

customers to become reluctant to adopt any type of system advertised or 
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implemented by these companies; especially electronic payment systems. 

(RES94, 40+) 

Based on findings from previous studies, interesting findings have emerged in line with 

the current research. For instance, Harris (2011) submitted that the level of usage of 

EPS increases for every additional increase in perceived functionality. Above Wu and 

Chuang(2010) argue that most individuals exhibit a strong aversion a new technology, 

in particular if it requires that they need to acquire a new set of skills to make it 

accessible. Therefore, the researcher claimed that simplicity in facilitating online 

transactions, flexibility, and ease of use, are considered to be essential business needs 

that can make the adoption of EPS easier, faster, and more accurate compared with the 

traditional cash payment system.  

6.2.2.3.5 Cooperation with existing entities 

Many respondents consider lack of cooperation with external entities to be another 

factor leading to concern, since this can hugely influence the adoption of EPS. 

Cooperation between banks, governments and telecommunications companies is an 

interesting requirement noted by the researcher in reference to the adoption of EPS. 

Online payment systems will most likely be implemented and adopted by all, only if the 

different parties involved all agree to work together, to facilitate and increase the degree 

of trust between participating stakeholders. The following respondent highlighted their 

view regarding the importance of cooperation and collaborative support with existing 

entities as a factor that might affect EPS adoption, when he said:  

As Governmental support does not exist to achieve fair cooperation 

between all the parties, support could have helped to achieve and 
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measure benefits from the adoption the electronic payment system. In fact 

support from the government should ideally be in line with thee-

government service objectives that is to help the Libyan people.  ) RES196, 

40+) 

The important points to note from the above, is that important information should be 

shared between all the relevant stakeholders in order to clarify the obstacles that 

threaten the adoption of EPS in Libya. Identification of such obstacles would assist 

companies in communicating the benefits that attend the adoption of EPS. In addition, 

all the participating stakeholders need to be aware of other factors that may include 

political, economic, social and technical issues that could influence or hinder 

implementation of the e-system. A manager at a telecommunications company stated:  

There must be legal legislation known to all stakeholders, and the factors 

affecting the development of the infrastructure should be identified. In 

addition, banks should be linked to each other to make them ready to 

accept the electronic payment service.)RES105, 30+) 

By identifying obstacles, and encouraging wider stakeholder engagement, stakeholders 

who are deriving benefits from adopting EPS will be identified. This could in turn 

encourage faster uptake rate of EPS. This is obvious from this respondent‟s disclosure,

as stated below: 

I can see from my position as a deputy of minister for the communication 

and informatics ministry, that there are multiple stakeholders in Libya, 

who expect to attain benefit from the adoption of electronic payment 

system, such as banks and telecommunications companies, individuals 
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and the government and Visa and MasterCard companies. As far as I am 

concerned, many stakeholders might benefit from adopting the EPS, and 

they are as follows; Government, Telecommunications companies, and 

Banks.)RES104, 50+) 

The views expressed by the respondents above are consistent with those suggested in 

the literature, with respect to the adoption of EPS where researchers such as (Briggs and 

Brooks, 2011) claimed the best form of arrangement to work together to ensure the 

timely and cost efficient sharing of information is critical, and therefore will seek for 

and apply it. The regulation of this arrangement, aims to reduce uncertainty and 

divergence and to ensure the importance of maximum cooperation between stakeholders 

(p.5). Therefore, in this research the majority of the interviewees emphasised the 

importance of cooperation and effective stakeholder engagement as encouraging the 

adoption of EPS. In addition, EPS implementation may be expected to gain universal 

acceptability in the Libyan context through effective collaboration between institutions, 

such as recognised companies (telecommunications companies), governments and 

banks. 

6.2.2.4 Political and legal issues 

Given the necessary support on the part of the Libyan government, to ascertain either 

the positive or negative impact of adoption of EPS, was non-existent, it follows that the 

government does not necessarily have any plan in place to improve communications 

between its various organisations and other stakeholders (such as telecommunications 

companies, banks and Visa companies), although it operates a national payment system 

through the Central Bank of Libya. To this end, it could be safely argued that the 
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adoption of EPS is influenced by certain political and legal issues. Some of which are 

highlighted in the following section.  

6.2.2.4.1 Government’s responsibility and political support 

The results of the current research established that the lack of political will and support 

might influence the adoption of EPS. In fact, the responses from respondents, such as 

company staff members indicate that the Libyan government has not provided the 

necessary assistance to support adoption, and neither is it helping or encouraging 

telecommunications companies and others stakeholders to adopt EPS. For instance, the 

Director of Central Strategies Studies at Republic Bank said: 

Whenever the government wishes to adopt EPS, they will take a firm and 

strong political decision, and make sure that everything is done right to 

activate the E-payment system.)RES99, 40+) 

This view is also supported by another respondent, who commented on how political 

will and support is critical to the adoption of EPS he said:  

It is supposed that the availability of political support for the adoption of 

electronic payment system is necessary in order to; firstly, direct families 

to control their expenses based on purchases‟ statistics. Secondly, 

legislate for E-commerce laws, which do not exist in Libya. Thirdly, 

monitor the rights of individuals by reviewing contracts for online buying 

and selling.)RES100, 50+) 

The important information gained from the above quotation, is that there is as yet no 

well-established relationship between government and key stakeholders in the EPS 

business. Even in those instances where such a relationship exists, it appeared to be 
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relatively weak, leading to discouragement and lack of motivation regarding EPS 

adoption. This assertion is further echoed by another respondent, who pointed out that:  

Of course, anytime there is a problem involving the seller and purchaser, 

these should be resolved by a third party. However, EPS has not yet 

implemented any legislation to deal with this. In fact any activity of this 

type (online business), requires legal statements, so as to resolve legal 

matters and protect customers‟ interests and privacy. Of course 

politicians should endeavour to ensure people‟s privacy is maintained, 

and that corresponding legislation that penalises online criminals, such 

as hackers, crackers, cyber-criminals, etc. is introduced. (RES104, 50+) 

Similarly, the Deputy Minister of the Libyan telecommunications and informatics 

ministry argued that the successful adoption of EPS will largely depend on the 

implementation of the E-Libya project (i.e. E-payment, E-learning, E-government 

etc...); he submitted that: 

.....to ground the rules as a government, build infrastructure and make 

Libya ready for any kind of online transaction, now we need to prepare 

ourselves to start e-Libya.)RES104, 50+) 

Another respondent further elaborated on the views of the Deputy Minister when he 

stated: 

Government support should exist; the country needs more support to 

achieve this big project related to EPS implementation in Libya. In fact, 

the country is expected to show greater support to the electronic payment 
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service, to help citizens believe and have faith in new technology, which 

in turn should be in line with e-government services. (RES196, 40+) 

The views expressed above are in line with what is documented in the literature; for 

example, the work of Vermaet al., (2012), where the importance of political will and 

support, as well as governmental responsibilities toward the acceptance of new 

technologies, such as EPS was extensively discussed. 

Another decision maker, from a mobile phones company, revealed that responsibility on 

the part of the government can be fulfilled through the creation of a new banking 

system, civil registry and civil state system; whereby, every citizen would obtain his 

national identity or national insurance number. This national number is then an essential 

element assisting in keeping track of all transactions, including government services and 

functions. The embrace of standard and unified identification parameters will simplify 

implementation procedures and increase transaction speeds, whilst facilitating the 

exchange of information between various government agencies. The civil registry 

system can assist the government to meet the requirements stated as central to achieving 

EPS adoption in Libya. This notion is highlighted by one respondent:  

In the past there was no governmental support, but now there are some 

indicators showing the support in the system in the form of a civil registry 

system, and Civil Status linked to the personal bank accounts for 

individuals possessing a national insurance number (NIN). However if 

this support had not been made available by the government, it would 

have been difficult to measure the real benefit of boosting the cooperation 
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between the enrolment procedures and the banks‟ provision services. 

(RES88, 30+) 

Other researchers, including Verma et al., (2012), Chau & Jim, (2002), echoed the 

views presented above regarding the influence of government / political support on the 

adoption of EPS, especially in other developing countries such as Nigeria. Additionally, 

Molla and Licker (2005) also argued that issues such as government support for 

organisations to adopt required technologies, information systems (IS), organisational 

readiness, and top management support are valuable when discussing factors that may 

encourage or discourage the adoption of ICT- initiatives, such as e-business payment 

systems, in the developing world. 

6.2.2.4.2 Instability political status in Libya 

The impact of political unrest in Libya on the attitude of organisational staff, and 

decision makers toward the adoption of EPS in the telecommunications sector is 

significant. This unrest was vocalised by most of the respondents, who described how 

the revolution of 17th February had impacted on their lives in general, and more 

specifically on the overall security of the online payment process. They argued that it 

was not clear enough or fair to them to make an assessment of the revolution‟s influence

and give their comments at the present time, as it may take months (or even years) to 

sense the real impact of the revolution, not only on telecommunications companies, but 

on all the government sectors. This point was highlighted by the head of the human 

resources department in Libya Telecom & Technology Internet Service Provider 

Company, when he said: 
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The impact of the revolution is not immediately clear, it was assumed that 

it would educate and develop the new government‟s electronic payment 

system culture and spread awareness [of technology] among the people. 

(RES89, 40+) 

The head of web services in Libya Telecom & Technology Internet Service Provider 

Company agreed that the revolution of February 2011 affected all the organisational 

systems in Libya, including the final contracts issued by the ministry of communication 

and informatics and international companies, regarding the development of 

telecommunications systems, as implied here: 

The revolution of 17 February affected all sides in Libya, and we hope it 

can contribute to the development of the telecommunications sector, and 

to respect for the opinion of Libyan citizens. (RES88, 30+) 

One respondent from the banking sector argued that the revolution had had a limited 

positive impact on the attitudes of customers and staff of telecommunications 

companies, when he said:  

The Revolution of 17 February affected several things in many ways, 

including the desire of many people to use the Internet. In addition, the 

political and government decision-makers have since thought about e-

projects, including e-government. Thus, the revolution has changed many 

things for the better. (RES99, 40+) 

The researcher found that the revolution had influenced all Libyans, and especially 

young people, as it pertains to the use of the Internet and the adoption of EPS. In fact, 

the revolution has had a positive impact on the population, to the extent that the 



 

170 

 

 

understanding, desire and consideration they have for the Internet and its applications 

has increased (Miniwatts Marketing group, 2012). According to the Director of 

Business Administration at Libya Telecom & Technology, and an Internet service 

provider, stated that the percentage of Libyan people using the internet has increased 

seven times since the political unrest. This increase is largely led by educated people, 

and they influence their families and friends regarding the use of the internet and its 

applications, constituting a critical change in the overall mentality directed towards 

technology adoption. This was clearly indicated based on the response from the head of 

the Libyan business administration at LTT, when he said: 

Unrest is a situation affecting everyone from the EPS factors stand point. 

The revolution motivated a new generation of citizens, and new educated 

people. (RES92, 30+) 

The Deputy Minister of the Ministry of Communications in Libya corroborated the head 

of the Libyan Business Administration, saying: 

.....yes the political support is needed where everything starts, from the 

top of government, who can give /issue a permit to conduct transactions, 

knowing that customers will always support them. (RES104, 50+) 

The Head of the Central Unit in Libya Telecoms & Technology Internet Service 

Provider Company argued that, the effect of the revolution on peoples‟ attitude toward

the use of the internet was quite significant. In other words, after the revolution, Libyan 

citizens had an increased desire to accept and use the internet, which makes them 

potential future users of EPS. 
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Internet users increased ten times after the revolution, compared to the 

numbers of users before. In political terms there has been a significant 

development in people‟s attitudes, affecting their intention to accept the 

Internet if implemented or requested. (RES90, 30+) 

In the same vein, one respondent concurred with the previous respondents, thus:  

The Revolution of 17 February changed the extent of awareness among 

individuals, with the evidence that individuals were using the Internet. 

Therefore, the company is now seeking to provide more services by 

providing fibre optic Internet. (RES94, 40+) 

The emergence of the political unrest in Libya, and how this will constitute an integral 

factor in sensitising people regarding the adoption and usefulness of Internet 

applications, is another new finding that emanates from this research. This clearly 

demonstrates how, a situation that is supposedly harsh, constitutes an advantage 

regarding the embrace and continued adoption of the internet.  

6.2.2.4.3 Regulations 

One of the issues raised by respondents was the lack of new legislation and policies on 

e-platforms, creating a huge challenge in regard to the adoption of EPS. In the case of 

Libya as a country, and in particular the effect on telecommunications companies, the 

absence of legislation to safeguard online transactions hinders developmental 

procedures to enact security measures within telecommunication‟s websites difficult. 

This in turn makes it difficult for telecommunications companies to convince people to 

adopt EPS. Despite the advantages of such as savings in terms of time and effort offered 
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by adoption of the system, it has not yet been adopted because of the absence of 

legislation for e-platforms to regulate online payment transactions. 

Most respondents commented on the necessity and importance of having requisite 

legislations to regulate and accelerate the adoption of EPS. The Director of the 

Department of Information Technology in the Prime Minister‟s office, mentioned how

e-laws could regulate the adoption of EPS in Libya, and explained how the lack of such 

legislation affects the rights of individuals to protect their online transaction after the 

adoption of the system: 

Issuing laws and enacting legislation for the regulation of e-services by 

the government and the Ministry of Communications, should help to 

resolve matters affecting online transactions, because there is no law 

dealing with e-services including e-commerce.(RES102, 40+) 

The Deputy Minister of the Ministry of Communications in Libya further explained that 

EPS has not yet been adopted, and legal experts should be engaged to formulate laws 

that ensure the safety of people when conducting online transactions, and also to 

guarantee the protection for their privacy. With effective legislation from the 

government, electronic crimes could be brought under control. This is evident from the 

following statement by the deputy minister of the ministry of communications in Libya: 

....Of course, any time there is a dispute between sellers and buyers, this 

should be solved through a third party. EPS has not been implemented yet, 

and the legal experts should write laws allowing people to conduct their 

businesses online, and providing them with security clauses that protect 

their privacy. Of course, as politicians make sure people‟s privacy is 
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maintained / saved, we have planned to issue the appropriate legislation to 

penalise electronic crimes. (RES104, 50+) 

The head of human resources at Libya Telecom & Technology Internet Service Provider 

Company also corroborated that the availability of E-laws would play an important role 

in encouraging people to adopt EPS, saying: 

The government should enact laws that protect the rights of citizens, 

because people / individuals will be more inclined to select an electronic 

payment system project, only when they see / notice / aware of the 

government supporting the project. Then their desire / willingness / envy 

to adopt the e-system will increase. (RES89, 40+) 

It is clearly established, through the responses from the interviewees, that the existence 

of regulations and E-laws in Libya would make people feel safe and confident about 

adopting and promoting an electronic payment system. The lack of E-laws, policies and 

regulations in Libya has led to the absence of technical factors, such as the extent to 

which a website is secure. People are unwilling to adopt EPS when there are significant 

concerns for security breaches as clearly indicated by one respondent from the 

administration of information system at Libyana Mobile Phones: 

.....From the legal perspective, it should be clear that the citizen can get 

his money back in the event of electronic crimes. Should this not happen, 

citizens will be reluctant to adopt an electronic payment system. (RES296, 

40+) 

Other respondents from the telecommunications companies argued that the lack of 

legislation and regulation in the field of EPS leads some to monopolise the Internet 
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service, preventing competition among different telecommunications companies. This 

was attributed to the absence of laws protecting the rights of individuals and 

competition, as mentioned by one of the respondents when he stated: 

Open other channels to generate more profits when businesses are 

dealing with credit card companies to avoid a monopoly, by providing 

laws that protect the rights of all stakeholders. (RES196, 40+) 

The Head of Strategic Studies in the republic branches in Tripoli clarified that 

competition is a solution to avoid monopoly, and one that should encourage or 

accelerate the adoption of EPS. As a result of the absence of e-laws, policies and 

regulations, barriers can be created, affecting the adoption of EPS in Libya. Providing 

solutions to overcome some of these barriers could promote investment in EPS, as 

pointed out by one respondent who stated: 

...the foreign companies, by adopting electronic systems, can operate 

their businesses via Internet, which in turn will ensure the country‟s 

economic progress. (RES99, 40+) 

When the researcher reviewed the extant literature, it was observed that Taddesse and 

Kidane (2005) submitted that the way and manner in which electronic payment is 

administered raises legal issues, such as jurisdiction. Legal and regulatory frameworks 

that build on trust and confidence in technical support are important issue that should be 

addressed during adoption of electronic payment systems. As was pointed out in a study 

conducted by Worku (2010), the lack of legal framework informing the adoption of E-

payment in developing countries, for example, in Ethiopia, has affected the 

implementation of EPS. Ethiopia has not yet enacted legislation to manage electronic 
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payments and e-commerce concerns, such as the enforcement of electronic contracts 

and digital signatures. Similarly, in China, the lack of institutional transactions and trust 

related to the weak rule of law is a major obstruction to e-commerce and EPS (Jennifer 

et al., 2003). In most of North African Countries, there is a lack of legalisation or 

appropriate laws regarding the deployment of EPS (Adam, 2008; Azab et al., 2009). 

In fact, the researcher affirmed, through the research findings, that EPS can increase the 

number of issues, questions and doubts regarding the legal validity of transactions 

conducted through electronic means and affect the legal impact of mandatory 

application in a legal environment based on paper documents. Those requirements, 

which are documented in current national and international laws regarding use of 

written documents and manual signatures in international trade transactions, are the 

major obstacles to the development of EPS at a global level. 

In the sections that follow, the relationship between categories and the subcategories 

that have emerged in the open coding stage of the current research are presented. 

6.3 Axial coding 

The process of axial coding analysis can be easier to understand when a paradigm 

model is implemented, as explained and discussed in section 5.4.2. The researcher 

determined which categories might be the important, and what axial coding needs to be 

elaborated on, based on the properties of each category as explained in sections 5.4.1, 

and 5.4.2. Six categories were extracted during open coding, which allowed the 

researcher to ascertain which the important categories were that emerged during axial 

coding. Hence, four categories were reported to appear at the axial coding stage: 
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customer attitude, the benefit of EPS adoption, organisation attitude and political issues. 

The following subsection will discuss each category: 

6.3.1 Customer attitude 

The first category, as shown in Figure 6.3-1, clarifies the ways in which the 

subcategories interact and are linked with each other, as well as what the categories are 

related to in reference to the axial coding analysis. 
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Figure 6.3-1 Axial coding (customer attitudes category) 
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Figure 6.3-2 The relationship between the customer attitudes category and its subcategories 
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Figures 6.3-1 and 6.3-2 illustrate how connections are made between the „Customer 

attitudes‟ category and its subcategories, or factors identified at the open coding stage. 

The paradigm model denoted a central notion to explain this phenomenon (Customer‟

attitude). The occurrence of the phenomenon was developed based on a certain set of 

conditions: for example customer attitude was chosen as a phenomenon affected by a 

set of events and conditions, such as knowledge, and customer awareness. This implies 

that the cause of Libyan customer awareness is linked to the level of customers‟

knowledge concerning EPS adoption. When the researcher made enquiries of the 

respondent about background information in regard to the use of EPS, and what EPS 

meant to them (i.e. what is the impact of awareness on their level of knowledge of the e-

system), in order to help the telecommunications companies understand the problems 

they might face with EPS adoption. All the respondents confirmed that EPS adoption 

had been influenced by the level of awareness and knowledge they had. This attitude 

clearly emerged based on responses from consumers: 

One of factors, which can play a main role in EPS adoption, is 

disseminating awareness based on customers‟ knowledge level. (RES107, 

30+) 

Respondent‟s attitudes could be impacted on by customer‟s desires and willingness to

adopt EPS. This can be attributed to those respondents with adequate knowledge and 

sufficient awareness of EPS adoption and Internet usage, thereby influencing their 

attitude toward acceptance and adoption of such systems. For example, the following 

consumer's statement confirms this notion: 
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Telecommunications companies would take steps to provide awareness 

among individuals, as many customers are dealing with the Internet as 

required. Therefore, from my point of view this will happen only when 

companies experience no difficulties in adopting EPS. (RES112, 40+) 

E-payment culture and customer skills form a background set of conditions related to 

customers‟ attitude, in which the availability of the EPS environment may have

influenced customer attitude toward adoption of EPS. In other words, when a customer 

fulfils all the necessary requirements, this helps them make a decision regarding how 

they perceive the adoption of EPS. This can be inferred from the following statement 

made by a consumer: 

Neighbours, friends, or if Libya could provide the electronic payment 

service, in this case personal relationships would be affected by the use of 

the e-system. For instance by developing and or providing cards that 

could be used abroad. (RES93, 30+) 

Also the skill sets of customer‟s influences their attitude. Qualified customers with 

adequate experience and skills, can more readily appreciate the value of the Internet for 

carrying out online transactions on secured websites. For example, when the researcher 

asked how the customer‟s skills set can affect EPS adoption, one respondent from 

consumer level gave the following response:  

I have used my debit cards to buy products several times inside and 

outside of Libya using an international bank account, and sometimes I 

used my friends‟ addresses or the addresses of global companies such as 

DHL, FedEx in Libya, from where I would later on get my products. This 
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experience has made me more confident about using EPS without any 

difficulty. (RES110, 20+) 

It is evident from the above expression that the respondent possesses enough experience 

to feel confident using online payment. This experience will in turn improve his attitude 

toward the adoption of EPS for his online business, which may then effect his decision 

to adopt EPS when it is made available by telecommunications companies. 

Overall conditions relate to the broader structure in which Action and Interactions have 

been established as factors with a bearing on this phenomenon, including age and 

reliability to use EPS. These conditions can be measured relative to a consumer‟s ability

to use the Internet and then adopt EPS. The majority of the respondents believe that the 

age of individuals might have an influence on consumer‟s decisions to adopt EPS as a

means of payment. On the other hand, consumer attitudes and abilities to use the 

Internet depend on their ages. For example, young people have an attitude, which differs 

from that of elderly people. Most of the respondents confirmed that young people are 

happy to adopt EPS, because they are more confident about using the Internet as a mean 

for online transactions. This was clearly demonstrated when one of respondents said: 

The Libyan population is comprised of 80%young people, who are in fact 

familiar with the internet; while10% of the elderly are un aware of the 

online services such as online payment systems. (RES91, 30+) 

In addition, the system‟s reliability may also have impacted on consumers‟ attitude to

adoption of the EPS. This is because, if they are aware that the website upon which the 

online transactions will be carried out is designed to appropriate standards and secure, 

then the marginal propensity to adopt EPS will be increase. This will, in turn, increase 
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the subscriber base and facilitate economic growth. This assertion is evident from the 

responses from the following consumers: 

Any application across the Internet will contribute to increasing the 

number of customers who believe that the adoption of EPS can help lift 

the national economy. The adoption of EPS will contribute to an increase 

in corporate income, by increasing the number of customers, and thus 

will contribute to economic growth in Libya. (RES11, 30+) 

Grounded theory is an action/interaction orientated method of building theory. In other 

words, action/interaction has a specific properties (Strauss and Corbin, 1990). There are 

specific indications in the data intended to direct strategies. These should have process, 

purpose and be objective - oriented, for example, focusing on ease of use of the EPS, 

and educational level to show a response to something happening and its effects on the 

associated phenomenon (i.e. customer attitude); any strategy and action taken is a 

response that might potentially affect customer attitude. For instance, if the usage of 

EPS is made easier, this would yield a positive result. In the context of the current 

research, the consumer can choose to decide to accept EPS when the entire functionality 

of the system meets their needs. This will encourage realisation that the use of EPS is 

relatively easy when applied to online transactions. This was evident when the 

consumer said:  

The electronic payment system will facilitate the payment process via the 

Internet without using cash payment and will also make services easier to use, 

whenever and wherever. (RES114, 30+) 
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In addition, the level of education of the users of EPS emerged as an integral factor, 

positively affecting the attitude of customers toward the use of EPS. This is because the 

level of education has a way of encouraging potential users to appreciate the various 

uses to which the Internet can be put. This is evident among the younger population, 

given that the largest segment of the population in Libya is comprised of young people, 

most of whom are educated and can understand the advantages and benefits associated 

with adoption and use of new technologies, such as EPS. This is also very clear from 

the responses of several consumers, as below:  

 Educated people, who understand the system, think positively. The main 

segments of Libyan society are aware of this service (EPS). (RES110, 

20+) 

The rising education level among the Libyan people, specifically young people will help 

increase commercial awareness among customers. That means that educated people can 

understand the benefits of adopting EPS more fully than non-educated people. This 

implies that this segment of the population in Libya (i.e. educated people) will also 

influence their relatives, and friends by explaining to them the benefits of EPS adoption, 

in terms of increasing business awareness among people. This was apparent in one of 

the consumer‟s comments when hementioned:  

Young people aged (16-45 years) constitute the largest group in Libyan 

society; there are also businessmen, and businesswomen who are 

interested in adopting this system. (RES111, 30+) 

All of the above factors will have an effect on successful EPS adoption and will in turn 

effect customers‟ attitudes, and their willingness to adopt practices which clarify the
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impact of these factors. By applying a paradigm model, the researcher can establish how 

this influence could affect consumers‟ intentions toacceptandadoptEPS. 

6.3.2 The benefit of EPS adoption 

The second category, as shown in Figure 6.3-3, clarifies the ways in which 

subcategories interact and are linked to one another, and with the categories they relate 

to through axial coding analysis:
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Figure 6.3-3 Axial coding (the benefit of EPS adoption category) 
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Figure 6.3-4 The relationship between the benefit of EPS adoption category and its subcategories
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Figures 6.3-3 and 6.3-4 illustrate how connections are made between the benefits of 

EPS adoption category and its subcategories, or the factors developed in open coding. 

The central idea associated with this phenomenon, and identified in this process relates 

to the key benefits of EPS adoption, while fully applying the process followed in section 

6.4.2. 

This phenomenon was identified, because of the impact on customers‟ mentality when

dealing with online payments and their desire, or need, to adopt EPS. It is possible to 

have more than one causal condition, as is the case in this category. Standard of living is 

a new factor that emerged to enrich the existing literature, with regard to EPS adoption 

(as discussed in more detail in section 6.2.2.2.10). This new factor played a significant 

role in terms of responses concerning the phenomenon. The increased level in standard 

of living, will eventually lead to a rise in the quality of education, cost of goods, 

economic, income and political stability, etc., all of which can affect the mentality of 

customers and encourage them to adopt EPS, because their acquisition enables them to 

change their mentality and access to the system. This means that personal income level 

will significantly influence users‟ mentality relative to the use of the Internet and also

the adoption of new technology, such as EPS. This was inferred through the following 

responses from one respondent, who said: 

The level of per capita income plays an important role in the advantage 

of using the Internet, especially when price is considered unreasonable 

compared to other means. (RES115, 30+) 

The pressing needs of customers can also stimulate adoption of EPS. When EPS end 

users realise the abundant benefits associated with using EPS for online transaction, this 
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will increase their appetite for embracing all forms of new technologies available via the 

internet. More importantly, if those telecommunications companies responsible for bank 

rolling the EPS infrastructure can guarantee a high level of consumer satisfaction, this 

will go a long way to increasing awareness, and the mentality of potential users of EPS 

will improve considerably. This notion is described and echoed by one consumer who 

submitted that:  

One of the most successful methods for the EPS adoption is to meet the 

customer‟s needs. There are other issues related to technical matters, 

such as security / safety, and trust. Therefore, meeting these standards 

can confirm the stability of the system long term. (RES113, 30+) 

Trust (i.e. the extent to which the user has confidence in the implementation and overall 

adoption of the EPS) is another attitudinal factor that can influence users‟ adoption.

Essentially, trust is a very important factor affecting consumers‟ mentality toward EPS 

adoption, as it pertains to the extent to which online transactions are secured, and also 

assesses whether proper crime reporting mechanisms are in place. The importance of 

trust is emphasised by one consumer who said: 

There is a fear that the consumer will fail to adopt EPS, due to the lack of 

secure websites. (RES91, 30+) 

The ease of communication between companies and consumers is another factor to 

evaluate; it is also crucial to this research. For example, if there is a lack of 

communication between telecommunications companies and their consumers, this may 

affect the mentality of consumers and would have the potential to disrupt their plans to 

adopt EPS. The level of credibility established between telecommunications companies 
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and their consumers, with a view to facilitating the use of such a system, anytime 

anywhere, can encourage customer uptake. Likewise, informing consumers of the 

benefits of adopting EPS can significantly increase the market share and profit. For 

example, one consumer affirmed: 

Ease of use depends on the availability of infrastructures such as the 

Internet, any time and everywhere the customer needs it, so as to 

stimulate the adoption of the electronic payment system. (RES116, 30+) 

In addition to the two factors discussed above, there is another important factor which is 

withdraw control. It is apparent that from most consumers‟ perspectives the mentality of

consumers is directly related to their desire or willingness to adopt online payment 

options. In other words, individuals would then estimate the amount of money they 

might put aside for their online payments in order to maintain their standard of living. 

This estimation directly affects consumers‟ attitudes toward EPS. The impact of this

factor is clarified by the consumer answers: 

The standard of living of individuals plays a big role in decision making 

relating to the desire to adopt modern payment methods, such as the 

electronic payment systems. This kind of impact is clear among certain 

classes of individuals who depend on the level of their monthly income 

and their control over their expenses, and buying pattern from the 

internet. (RES109, 40+) 

Further application of the paradigm model yielded a set of conditions linked to the 

phenomenon under study. One such condition is termed an intervening condition, which 

includes factors such as customers‟ resistance to change, and the availability of
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electrical power. These factors are termed intervening conditions, because consumers 

may resist changing their current form of payment to embrace new forms of payment 

based on EPS. Rather than making payment in terms of bills, or the purchase of 

products through the EPS via the internet, payment is still made face-to-face by walking 

to the companies. This notion is echoed by a consumer who stated: 

It is useful to know the reasons for the individual resistance to a solution. 

This is expressed in the questionnaires. (RES93, 30+) 

The availability of electrical power also plays a significant role among consumers in 

regard to EPS adoption. Thus when consumers wish to adopt payment, he / she will 

ensure that there is a sufficient electricity supply in the given area. In other words, the 

availability of electricity allows people to use the internet for online transactions via 

their computer, which is also powered by electricity. Availability of electricity is 

particularly important, as it ensures the safe and successful completion of online 

transactions. Lack of a constant supply of electricity might cause data loss which may in 

turn result in financial losses either on the part of consumers or companies. The 

importance of a constant source of electricity supply to power all the necessary 

equipment for online transactions was echoed by a consumer (i.e. a potential customer), 

when he submitted that:  

.....When the infrastructure and electricity supply are available 24/7, the 

process of purchasing online will continue. Thus, customers‟ attitudes 

toward EPS adoption as mean of payment will depend on the availability 

of electricity supply and the related infrastructure. (RES91, 30+) 
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The extent to which the implementation of EPS is secure, and the availability of 

adequate infrastructures to ensure its constant and full operation are considered to be 

based on grounded theory. The phenomenon, considered from respondents‟ point of

view, shows that response or feedback should be taken from telecommunications 

companies to build secured websites, to increase the level and standard of living in 

terms of the quality of education, cost of goods, economic, income and political 

stability, etc. This then can affect the mentality of customers, and provide the 

infrastructures necessary to complete the successful adoption of EPS. Therefore, if 

telecommunications companies handle these problems successfully, the mentality and 

attitudes of consumers will change in regard to EPS adoption. The following consumer 

suggested that safety and security are essential attributes of EPS implementation based 

on the consumer's statement: 

If the company adopts a payment service, it is supposed that they would 

provide a safe and secure system. (RES91, 30+) 

Another consumer added: 

The system must be provided in a simple and secure way, with the 

infrastructure made available. (RES108, 20+) 

The strategies put forward by the telecommunications companies regarding the adoption 

of EPS must be robust, so that they can address any implementation/use issues that may 

arise. In the context of the current research, it could be safely argued that if 

telecommunications companies have secured websites, and are able to provide the 

necessary infrastructure to assist EPS implementation, it will be easy for the consumer 

to access the system, and trust the online services delivered by the telecommunications 
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companies. A consumer mentioned the following, which corroborates the factors 

mentioned above: 

The telecommunications companies must provide the quickest means by 

which to access company‟s website, rather than walking or driving to 

their place of work, because the electronic payment system will facilitate 

the online transaction process. (RES110, 20+) 

6.3.3 Organisational attitude 

The third category, as shown in Figure 6.3-5, clarifies the ways in which the 

subcategories interact and are linked with each other, and which categories they are 

related to in the axial coding analysis.
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Figure 6.3-5 Axial coding (organisational attitude category) 
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Figure 6.3-6 The relationship between the organisational attitude category and its subcategories
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Figure 6.3-5 and 6.3-6 illustrate how connections are made between the organisational 

attitude category and its subcategories / factors based on open coding. To identify the 

central idea (i.e. phenomenon), the researcher followed the same process based on the 

paradigm model, to define organisational attitude as a central category for this 

subcategory. This phenomenon was selected because of the influence it has on the 

attitude of telecommunications companies‟ staff members when dealing with online 

payment, and their concerns about the adoption of EPS in Libya. Factors such as staff 

resistance to change, change management, monopoly of power, and political instability, 

are attributed to a general lack of awareness on the part of participating stakeholders. To 

this end, the level of awareness regarding the advantages and probable disadvantages of 

the adoption of EPS in Libya must be raised. Increased awareness is likely to improve 

the overall attitude of telecommunications staff towards the adoption of EPS and would 

also help in identifying other bottle necks affecting the implementation of EPS. This 

view is expressed below, by two different respondents: 

In terms of any company, if they adopt EPS it will take much longer for 

them to legalise the regulations for online transactions. It depends on 

how awareness is spread among people to reduce resistance to change. 

(RES92, 30+) 

 

The propaganda campaign - by stating the advantages of using the EPS 

service – must also clarify things so that they can explain it a way that is 

understandable for everyone from the beginning, and then speak with 

staff again about the importance of this service. (RES296, 40+) 
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The Deputy Minister at the Ministry of Telecommunications and Informatics argued 

that training courses for staff could be adopted to increase awareness and reduce 

resistance to EPS adoption. He stated:  

If the infrastructure is made available, we will open a training centre, to 

give appropriate lessons to staff and make them aware of the system and 

finally how to implement it. (RES104, 50+) 

Change management is also chosen as a causal factor under the organisational attitude 

category. Management must also have a basic aptitude / knowledge to be able to play a 

key role in positively influencing the mentality of staff, by encouraging them to 

implement EPS. This means that management style should make a difference by 

encouraging staff, to team up with EPS adoption staff, considering all benefits are 

explained, and making sure adequate measures are put in place to provide consumers 

with maximum security measures. In other words, management should share all relevant 

information with staff, so as to make them more effective and efficient members of the 

EPS team. For example, the financial director of Libyan Telecom and Technology 

Internet Service Provider Company said: 

....directors play a big role in training citizens on how to use the system. 

(RES94, 40+) 

The same idea is also expressed and supported by the director of information system 

management, in reference to the role of change management, when he said: 

.....they have an influential role. If the administration is conscious of the 

adoption of the electronic payment system, this will play an influential 

role in company staff mentality / behaviour. (RES95, 30+) 
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The instability in Libya has influenced telecommunications companies. In fact, the 

majority of the respondents confirmed that the revolution has affected the attitude of the 

Libyan decision makers, who were formerly planning to introduce and implement 

specific rules and legislation about infrastructure, to prepare Libya for online payment 

systems such as EPS. Hence, the Libyan government is considering development of an 

e-project such as e-Libya. This submission can be inferred from the statement below 

given by a respondent: 

The Revolution of 17 February affected many factors and changed 

several things, including the desire of many people to use the Internet. In 

addition, political and governmental decision-makers are now thinking 

about e-projects including e-government. Thus, the revolution changed 

many things for the better. (RES99, 40+) 

Therefore, in general the respondents agree that if the new government plans to adopt 

new technologies such as EPS system, then the managers and staff at 

telecommunications companies will become more aware and have greater trust in what 

the companies are providing. This suggests that the revolution of 17 February has led all 

Libyan sectors, including telecommunications, banks, etc. to develop and improve their 

services by adopting e -payment systems. 

The particular context comprising a set of factors (staff awareness, marketing business 

awareness and feasibility studies), for EPS have been assumed as suitable to manage 

and handle the phenomenon with regard to staff responses, as shown below; lack of 

staff awareness has also influenced willingness to adopt EPS. In other words, 

telecommunications companies need to increase staff awareness of activities like 
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business marketing, with a view to increasing the benefits people, including staff, can 

derive from adopting EPS. Furthermore, management has to ensure that they work on 

changing staff member‟s attitudes and mentalities regarding the use of the internet as a

means of payment via websites that are well secured. In this research, the following 

respondent clarified what he understood from staff / consumers awareness when he said: 

Lack of banking awareness within Libyan society is one of the reasons 

why people are still not aware of the existence of this new system for 

dealing with their bank, and to overcome this, management should do the 

following: 

 Spread Awareness across the country 

 Advertise more about this new Product 

 Find simple communication methods to relate to customers 

 Provide more ATMs 

He added:  

The most important need is to raise awareness through marketing, by 

offering more advertisements. This includes illustrating the services 

provided, such as online sales, explaining how to deal with the service, 

and what the requirements are that needed to be fulfilled before adopting 

an e-Service. (RES99, 40+) 

Also the director of Islamic republic bank affirmed that: 

It is necessary to provide expanded awareness among traders, individuals 

and all stakeholders. In this situation, awareness will spread widely 
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among all individuals, helping the government to adopt the system. 

(RES100, 50+) 

Therefore, lack of marketing business awareness as regards EPS adoption among staff 

affected their attitude. 

 In addition, there is another factor associated with structural conditions, which can have 

an influence on the attitudes of staff regarding EPS adoption. This factor is a feasibility 

study for EPS. It is very important, and something that telecommunications companies 

need to be aware of, because it is crucial for the implementation of E-Systems, and can 

also serve as indicators of the benefits and advantages that the adoption of EPS can 

bring to a company. This was made apparent by one of the respondents, who said: 

Before thinking of EPS adoption, the company / management should 

undertake a feasibility study, including clarifying the economic feasibility. 

In this way they can understand and comprehend the advantages and 

disadvantages, in order to avoid future problems that may slow-down or 

stop successful adoption of EPS. (RES90, 30+) 

Embarking on detailed feasibility studies prior to the implementation and overall 

adoption of EPS could yield several advantages. This will also help to put into 

perspective the benefits that come with the implementation of EPS and which help 

identify areas to be prioritised before embarking on wider coverage and spread. 

Carrying out a feasibility study will assist in measuring the level of preparedness of 

potential users, in terms of acceptance or rejection of EPS. In doing so, measures such 

as customer satisfaction could be ascertained quickly to help shape future directions for 

planning and expansion. A feasibility study could also assist in ascertaining willingness, 
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on the part of the government, in terms of their readiness to provide or ensure adequate 

infrastructural networks to facilitate the smooth implementation of EPS. Overall, 

feasibility studies can help reveal unforeseen circumstances impinging on the 

implementation and adoption of EPS. As part of the feasibility study strategy, the 

director of financial management and accounting at the Libya Telecom & Technology 

Internet Service Provider Company expressed his concern about the practical 

implications of EPS options, and their implementation as a payment method via the 

internet, when he said: 

The economic feasibility of using this system must be calculated and the 

costs of implementation / the costs incurred and the business benefits 

determined; therefore making a business decision for the company as a 

whole. (RES94, 40+) 

Another respondent from the department of information system management agreed, 

and shared the same view as the director of financial management and accounting in 

Libya Telecom & Technology Internet Service Provider Company, stating: 

It is necessary for companies, banks, and the government to study the 

economic feasibility before new system adoption; and, more importantly, 

what the benefits would be for the company once adopted.(RES296, 40+) 

There is a set of factors (staff experience, staff performance, Islamic banking 

procedures, productivity and staff efficiency), that affect the Action/Interactional 

strategies of relevance to the phenomenon, in the context of this research. One of these 

factors could pertain to the ability of telecommunications staff to adopt EPS. In fact, if 

staff possess the required level of experience and expertise to use such a system, as well 
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as a sound knowledge of all the security measures, put in place before carrying out their 

transactions online, this will go a long way to ensuring that online transactions are 

embraced. It therefore follows that staff experience, and awareness of their ability to 

carry out a transaction via the internet would influence attitudes and willingness to 

adopt and support new systems, since they would be more confident about using EPS. 

The immediate effect will be on simplifying the roles of staff, increasing their 

experience, their performance, and finally increasing the success rate for EPS adoption 

in telecommunications companies. The following respondent shed light on the impact of 

staff experience of EPS adoption when he stated:  

......Of course, yes, I used it a lot abroad and there have never been 

problems like the ones I always experience in this state. [Access to] 

advanced technology facilitates the process of E-payment systems. 

(RES104, 50+) 

The director of the business management department at the Libya & Telecom Internet 

Service Provider Company agreed that experience play a big role in influencing the 

attitude of potential users of EPS. For instance, a user who has experienced the use of 

an online payment platform abroad will have realised the ease of use associated with 

this payment method, and would expect that such a system could be adopted in Libya. 

Essentially, when a user knows the direct benefits that come with the adoption of a new 

system, this then enhances their overall attitude towards such systems. This idea is 

captured in the statement made by the Director who said:  

Personally, yes, it was from that stand point; I used EPS on a regular 

basis to pay my bills, and it was convenient for the recipients as well as 
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for me. Using EPS is a solution that avoids headaches during 

transactions. (RES92, 30+) 

Islamic banking practices and guidelines can also affect the adoption of EPS, because 

religious rules play an essential role in banking and associated activities in a country 

like Libya. Uptake of EPS is likely to be enhanced by the use of debit cards, observing 

standard Islamic banking practices. This is evident from the findings, as the 

unavailability of Islamic banking procedures was found to be responsible for the low 

level of awareness among staff. This was clarified by one of the respondents from an 

organisation, who explained how implementing Islamic banking procedures might 

influence the attitudes of managers and decision makers in banks and 

telecommunications companies. He was quoted as saying:  

Understanding the Islamic transaction process of avoiding interest is 

needed.. When everything - e.g. regulation, infrastructure, awareness is 

wide spread, etc.. - How this relates to the procedures of adoption EPS is 

clear and understandable. The manager‟s attitude might then be 

influenced to adopt such a system at telecommunications companies. 

(RES113, 30+) 

The responses reported were handled based on Action/Interaction strategies. The cost of 

Internet competition and cooperation among organisations and governments are chosen 

as strategies that should be adopted by telecommunications companies pursuing EPS 

adoption. This leads to the suggestion that if the cost of gaining access to the Internet 

were reduced, it would encourage users to embrace new technologies that are Internet-

dependent, which in turn would raise their awareness about using such systems. It 
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follows, therefore, that when companies reduce the cost of Internet access within an 

acceptable profit margin for them and their customers, then this kind of supportive 

collaboration lead them to adopt the EPS as it provides a win-win situation for both the 

companies and the customers. Against this backdrop, and in order to ensure smooth 

adoption/implementation of EPS, the telecommunications companies and other 

stakeholders should ideally: 

 Ensure that websites upon which the online payment/transactions will 

be carried out are well secured and fit for purpose (to increase trust 

and confidence on the part of the users). 

 Increase awareness among people 

 Provide extra services that benefit young people 

 Reduce the price of Internet usage / access.(RES104, 50+) 

Ensuring a competitive spirit among different service providers will force them to 

review their charges to access the Internet, and will provide customers with the 

necessary leverage to make choices based on price patterns and the other associated 

benefits that come with choosing a particular service provider. Moreover, the 

competition, as mentioned by one of respondents, will assist the organisation and 

government to cooperate, in order to facilitate the fastest delivery process for consumer 

products. In doing so, staff motivations will increase, whilst also deepening their 

understanding and knowledge of EPS adoption. The respondent captured all the factors 

highlighted above, when he said: 

From the customer‟s standpoint, if they want something, they need it 

immediately. For example when they buy a product, which they saw 
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advertised on TV. The customer could get in their car and go to the shop, 

which might be closed, and is also time consuming. However using / 

adopting EPS with reasonably priced Internet access, would be a much 

easier and more convenient way to get the same product online, saving 

him/her time. (RES100, 50+) 

Actions or strategies put in place by Telecommunications companies to manage and 

handle the phenomenon under investigation will have positive outcomes and 

consequences. In the context of this research, the adoption of EPS may result in a better 

way of changing staff mentality / desire to adopt such a system, for example. 

Providing an Internet service in many parts of Libya, and setting an 

appropriate price for citizens (Internet services users), while providing a 

quality service, will makes it easy / encourage staff to adopt an electronic 

payment system.(RES90, 30+) 

6.3.4 Political issues 

The fourth category, as shown in Figure 6.3-7, clarifies the ways in which the 

subcategories interact and are linked with each other, as well as their interaction with 

other categories, since they are interconnected / interrelated through the axial coding 

analysis:
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Figure 6.3-7 Axial coding (political issues category) 
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Figure 6.3-8 The relationship between the political issues category and its subcategories
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Figures 6.3-7 and 6.3-8 illustrate how connections are made between the political issues 

category and its subcategories, which were factors developed in open coding. The 

central idea identified in this case is political issues, as detailed in section 6.2.2.4. This 

phenomenon identifies the impact of political instability in Libya, and its effect on the 

attitude of Libyan respondents as regards to the adoption of EPS. The findings reveal 

that the political instability in Libya, which began in the eastern region in mid February 

2011, and which has since slowly spread across the country, has encouraged citizens, 

and particularly staff to appreciate the substantial benefits that come with being 

connected via the Internet to the rest of the world. The researcher identified the impact 

of this factor clearly in respondents‟ responses. For example, the head of the main

network in Libya said: 

Internet users increased tenfold after the revolution of February 2011, 

compared to the numbers of users just before the revolution started. 

Moreover, people were ready to take any idea coming from the new 

government, related to technology, therefore attitude was affected, and 

they had a willingness to accept EPS idea if it was implemented / if the 

necessary conditions were met. (RES90, 30+) 

Based on the response from the above respondents, the researcher felt that the influence 

of the revolution was a positive one in regard to the use of Internet, because it 

encouraged people to feel free to adopt this technology. The revolution gave „birth‟ to a

new generation of newly educated people who understood the benefits of EPS adoption, 

as supported by the head of business administration, who said: 
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Unrest, as a situation affected everyone from the EPS factors standpoint. 

The revolution, the unrest, brought to the fore a new generation of 

educated people. (RES92, 30+) 

The director of information systems management in the Prime Minister‟s cabinet,

supported all the previous respondents‟ views, as related to the effect of the political

instability on the attitude of the people towards EPS adoption, when he said: 

The Revolution of 17 of February 2011 contributed to changes to the 

concepts and projects, which were monopolized by certain companies due 

to the not open / absence of competition among companies. Thus, I feel 

that the revolution positively affected the adoption of digital projects. The 

evidence for this is the fact that Internet users have increased in number 

since the revolution, therefore we can state that there has also been a 

revolution in informatics. (RES102, 40+) 

However, the head of human resources was relatively cautious about the supposed 

positive impact arising following the political instability. He argued that the influence of 

the revolution could not be immediately felt, noting that the new government needed 

time to settle down, to put activities in place, by establishing procedures and regulations 

to make it easier to adopt such a system; as he said: 

The impact of the revolution is not immediately clear, it was assumed that 

it would educate and develop the new government‟s electronic payment 

system culture and spread awareness [of technology] among the people. 

(RES89, 40+) 
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The availability of infrastructure is another attitudinal factor embedded as a condition 

relevant to the phenomenon under study. The respondents needed to see for a fact, 

whether the necessary infrastructures are available, only then they will be able to 

definitively decide to adopt EPS. If the requisite infrastructures are not available, then 

consumers or staff will resist change until they are provided. For example, the following 

respondent, speaking from the customers‟ perspective clarified the importance of

infrastructures, as playing a significant role in affecting Libyan people‟s attitudes

toward EPS adoption: 

Ease of use depends on the availability of infrastructures, such as the 

Internet. It should be available in all the places, everywhere in the 

country, so as to motivate and encourage customers to use / to switch to 

an electronic payment system. (RES110, 20+) 

The director of information system management argued that, telecommunications 

companies are aware of the necessity to provide customers with an adequate 

infrastructure to support the adoption EPS. In addition, they must start to plan to adopt 

mobile payment as a step toward EPS adoption. Relating to this he stated; 

The Telecommunications companies should provide a suitable 

environment for E-payment systems, and then use the mobile (phone) 

payment system as a step forward in using EPS. They should also 

increase the awareness among people. (RES95, 30+) 

The Deputy of the Ministry of Telecommunications and Informatics stressed the issue 

of infrastructure availability, including the cost of access to the Internet, ease of use and 
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access to the system anywhere, anytime, etc. as a means to encourage and motivate 

people to use EPS. 

The ministry of telecommunications should provide more infrastructures, 

to help and ease accessibility to the system; and open training centres to 

provide more support, by increasing the awareness of adoption of EPS 

within the community. (RES104, 50+) 

Service continuity is a factor relating to the phenomenon under study. It plays an 

essential role in the adoption of EPS. If the telecommunications companies adopt EPS, 

they should then also tackle anything that could be considered essential as risk factors, 

or a threat to service continuity. For instance troubleshooting is a major issue that could 

limit Internet connections and services; providers need to also consider the possibility of 

an attack on the system, denial of service, viruses, etc. as a top priority. One of the 

easiest to achieve this is to install a proper firewall, and effective anti-virus software. In 

other words, a display of high level professionalism and commitment on the part of IT 

staff could motivate the Libyan people positively towards EPS adoption.  

Based on the expressions conveyed by the respondents regarding the adoption of EPS, it 

is clear that ensuring access with minimal interruption is an integral concern of the 

entire implementation process. This suggests that telecommunications companies will 

depend on the expertise of their workforce to ensure continual smooth operations of 

EPS services. Adequate expertise, as well as putting the right infrastructure in place, 

will ensure companies have an appropriate data recovery process in place in case of 

network down time; ensuring that users will feel secure if there is a sudden interruption 

in the middle of an online transaction. In doing so, an entirely clean process, covering 
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about the adoption of EPS will be guaranteed and will increase EPS users subscriber 

density. Some of these important views was expressed by one respondent who said: 

The consistent provision of electricity is an important factor that must be 

met before the adoption of electronic payment system. The interruption of 

electricity can lead to incomplete online payments. In addition, customers 

might feel their transactions are in danger / at risk in cases of hacking, or 

attack by viruses, showing the vulnerability of their account. Hence, the 

telecommunications industry should meet this minimum requirement to 

attract people to use their e-system. (RES100, 50+) 

Another respondent point out some steps that the telecommunications companies should 

follow certain protocols to ensure service continuity; he said: 

The company should consider the following steps to ensure E-payment 

system adoption; firstly, easy access to the service at any time. Secondly, 

consider several other aspects, such as the technical issues. Thirdly, 

devise the publicity methods that will be used. (RES111, 30+) 

Many of the respondents expressed the opinion that responsibility on the part of the 

government will play a significant role in encouraging telecommunications companies 

to implement EPS platforms that meet time, cost and technical performance objectives. 

The government could also provide support in the form appropriate laws and legislation, 

to support the telecommunications companies and ensure their businesses are protected 

and shielded from unnecessary tax. Appropriate conflict resolution mechanisms 

between the companies and end users should be put in place by governments to prevent 

unforeseen conflicts in the future.  
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These strategies will have an outcome and a consequence, and in the case of this 

research the organisational attitude and consumer attitude, with subcategories are the 

outcomes of the strategies. This also affects the attitudes of both consumers and 

company staff, making them happy to create the condition of implementation and 

acceptance of the E-payment system. For example, government responsibility and legal 

issues emerged from the axial coding stage, it is easy therefore to understand the 

following respondents view: 

The government must be provided with an e-service, it takes time, and we 

are going to push them. There are terms and conditions everywhere when 

you have a debit card; it is the responsibility of finance ministry and 

parliament to make some things clear. If the government does adopt EPS, 

the Libyan Telecommunications Companies are going to produce an 

online payment service that suits consumer needs. (RES92, 30+) 

The director of Islamic banking at the republic bank agreed that, an established set of 

actions is required from the government reflecting its effects on the consumers‟ attitude

toward adoption of EPS: 

It is supposed the existence of available political support for the adoption 

of an electronic payment system in order to; firstly, direct families to 

control their expenses based on purchases‟ statistics. Secondly, legislate 

E-commerce laws, which do not exist in Libya, and finally, monitor the 

rights of individuals and reviewing contracts for buying and selling in the 

Islamic point of view. (RES100, 50+) 
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Finally, through the clarification process for the data analysis four categories emerged 

from the axial coding stage, each of which takes an organisational and a consumer 

perspective. Important factors were revealed based on the responses from the 

respondents, and these were attributed to a variety of issues caused by government 

responsibility, the Telecommunications companies‟ plans to adopt EPS, infrastructure,

political willingness, etc. These factors will have a direct effect on attitude and the 

willingness of respondents from both organisations and consumers toward the adoption 

of EPS. However, the following sub-section discusses and clarifies the selective coding 

(a core category theory that bring four categories together which emerged from the axial 

coding stage).  

6.4 Core Category (Grounded theory emerging from this research) 

The final step in the analysis was to create a core category as shown in Figure 6.4-9. 

The process involved choosing and identifying core categories in reference to other 

categories. More importantly, it absorbed and validated the filing, refinement and 

development of categories (Strauss & Corbin, 1990, Charmaz, 2006). Grounded theory-

based research starts with research questions, then answers to these questions emerges 

during the research process. In other words through building a core theory, which is a 

grounded theory, the researcher can present questions requiring answers by the end of 

the research. Creating and selecting core categories based on Straussian and Corbin 

techniques of required several steps. The first step included explicating the story line; 

the second consists of relating subcategories around the core category through 

implementation of the paradigm model; the third includes relating categories at the 

dimensional level; and the fourth involves validating relationships in reference to 

literature. 
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Figure 6.4-9 Selective coding or core category (economic issues category)
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6.4.1 Identifying the storyline 

Investigating and exploring the factors affecting the adoption of EPS amongst 

Telecommunications companies in Libya was the primary objective of the current 

research. Through analysis of the data obtained from the respondents factors emerged, 

which were then verified and corroborated in terms of the role they have played in the 

adoption of electronic payment systems in the Libyan context. For example, it was 

revealed that the adoption of EPS is influenced by customers‟ attitudes, the perceived

benefits of EPS adoption, organisational attitudes, and political ramifications. 

Despite taking into account those factors related to the benefit of EPS adoption and 

organisational attitudes, there were still some individuals and staff who refused to 

migrate from the traditional system to adoption of an e-system / online transactions. 

However, as stated earlier, a high rate of awareness amongst individuals and staff can 

assist in shaping the decision-making process undertaken by top management at 

Telecommunications companies to adopt an e-system. Thereby, reducing the number of 

people refusing the new payment system. This also results in diversity at the levels of 

living standards and or conditions experienced by individuals; this could then determine 

/ allow or disallow their use of the internet at reasonable prices when compared to their 

salaries. In addition, organisational attitudes, in regard to other factors, also reflect the 

views and opinions of staff working in the telecommunications sector. For example, it 

was established that the level of government support for such companies, through the 

provision of laws, regulations, and a coding system, have had a significant impact from 

a staff perspective, in regard to making decisions concerning EPS adoption. 

The current situation in the Libyan telecommunications sector, concerning the criticality 

of identifying factors that impact on the EPS adoption, emphasised the second step of 
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creating a core category, and establishing relationships between categories within a core 

category by applying paradigm model. The central idea (i.e. economic issues) was 

chosen as the central phenomenon for the purpose of this research because it was 

highlighted in detail by the majority of the respondents, when they expressed their 

views on the adoption of EPS. This was also evident in a summary provided by many 

respondents who said:  

 The most significant factors in my opinion are economic, 

political, technical, and social factors. (RES89, 40+) 

 Economic (banking), technical (RES92, 30+) 

 Economic and social. (RES93, 30+) 

 Economic. (RES94, 40+) 

 Economic and technical, social, political. (RES95, 30+) 

 Economic aspect is an important because banks will establish the trust 

between their Institutions and customers, increasing business 

transactions. (RES100,50+) 

 Technical, economic, political and social. (RES101, 20+) 

 Economic, technical, political and social. (RES106, 20+) 

 Economic, technical, political and social. (RES108, 20+) 

6.4.2 Relating the Core Category to other Categories at a Dimensional Level 

The political category and its subcategories can be seen as causal conditions, 

underpinning the core category. The changes in the perceptions and attitudes of the 

Libyan people mean the interaction between Libyan respondents‟ attitudes are the

central phenomenon exploited to explore those factors that cause and affect EPS 
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adoption from the standpoint of political factors. In other words, the different intentions 

referred to be respondents are associated with a set of events, and conditions. These 

subsequently direct the researcher toward a phenomenon, such as the cause of political 

instability, which is known to play a significant role as discussed in section (6.2.2.4.2) 

in reference to the adoption of EPS. This means that the situation of unrest in Libya has 

influenced respondents‟ attitudes concerning how far the new government is able to

support EPS adoption, and how e-system adoption will contribute to economic growth 

in Libya. 

The context is specific, actions and interactional strategies are taken to manage or 

handle phenomena with regard to respondents‟ views, and the perspective is in the case

of the current research, the infrastructure facilitating EPS adoption in the Libyan 

context. Hence, the factors that emerged from the responses provided by the 

respondents, are being used to manage the phenomenon. In other words, these 

strategies, in the context where EPS adoption is being handled (as shown in Figures 6.4-

10, organisation staff), could affect consumers‟ attitudes toward acceptance of online

payment systems. Thus, the decision makers at telecommunications companies, and the 

new government need to develop an infrastructure to support EPS adoption. This can be 

achieved by providing feasibility studies on the adoption of EPS, and by increasing 

business awareness among staff and customers, and discussion with the Libyan 

government. The lack of an EPS infrastructure in Libyan context, is variously attributed 

to the lack of awareness, knowledge, and poor motivation on the part of the government 

to promote such system. Additionally, certain sets of conditions (staff experience, 

customer experience, age) affect the relevant action and interaction strategies, as 

represented in Figure 6.4-9. 
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Staff experience, customer experience and age are all affecting the attitudes of decision 

makers, in regard to EPS adoption. In fact that decision should been made by 

government, telecommunications companies. Therefore, the strategies supporting 

actions and interactions put in place are considered to manage this phenomenon. These 

focus on the experience and age of both staff and consumers, helping them to handle 

and provide the requirement for online dealing and payment processing, to encourage 

them to adopt the e-system. In other words, the respondents are young and have 

experience of online payments, which increases their willingness to use the internet, 

computers and secure websites, but also awareness of EPS adoption problems. 

Cooperation between the government, customers, organisations (banks, organisation, 

and companies) has been considered as an action / interaction strategy that can 

overcome the barriers affecting EPS adoption. The majority of respondents consider this 

factor has having led the stakeholder to take on a procedure that might help them to 

understand the benefits and profits, contributing to economic growth in Libya.   

Alternatively put, if cooperation exists between organisations and governments, the 

decision maker is expected to manage the phenomenon, and maintain all the 

requirements to provide the stakeholder with the capability to use the internet, computer 

and then purchase online by using EPS. Furthermore, any strategy taken to allow the 

system implementation has outcomes or consequences. In the case of the core category, 

customer mentality might change toward EPS adoption. Meaning, the mentality of 

customers might be positively affected due to cooperation between themselves and 

other stakeholders that force them to adopt E-payment systems in Libya. Finally, as 

mentioned by Strauss and Corbin (1990), the final stage of relating categories, is carried 

out at higher more abstract level of analysis. 
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During the development of grounded theory, it was found that all the factors illustrated 

in the chapter five effect on EPS adoption in the Libyan context. The variety of 

customer and organisational attitudes, and perspectives of EPS adoption, influence the 

economic factors and their subcategories because of influence from various other 

factors as shown in Figure 6.4-10 and Figure 6.4-11. 
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Figure 6.4-10 The relationship between the core category and its subcategories 
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Figure 6.4-11 The relationship between the factors (social and organisational, technical, political, and economic)
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Figure 6.4-10 and 6.4-11 show the relationship core categories and their subcategories. 

Moreover, it clarifies also the influence of the core category on EPS adoption at 

telecommunications companies in Libya. The model illustrates all the factors that 

emerged from both types of respondent, from organisations and consumers, and the way 

these affect EPS adoption. This shows that the strategies adopted should take into 

account cooperation between stakeholders (government, consumers, and organisation), 

and also that important factors facilitate and identify the barriers affecting the 

respondents‟ desires toadoptthe system. 

To summarise, the data collected from the respondents interviews completed the 

grounding either graphically (diagramming) or narratively (see section 3.4.6, 3.5, 

and 5.4 for more details); the concepts are systematically linked through on-going 

analysis of the codes. 

6.4.3 Discussion and validating the relationship between the findings and 

literature 

This section highlights the way in which the emerged factors impact on the proposed 

model. During the development of grounded theory, it was found that factors illustrated 

in the current chapter effect EPS adoption in the Libyan context. The variety of 

customer attitudes toward the adoption of EPS influences economic factors and their 

subcategories in diverse ways. For example, age-grading especially for youth 

population is influenced by a limitation on the knowledge available to them (Al-

Mabrouk & Soar, 2009). 

Moreover, this factor (age-grading) is also indirectly influenced by economic factors, 

such as standard of living and Internet penetration, in terms of the level of quality and 
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the availability of employment, income, quality of education level, cost of goods, 

economic and political stability, etc. (Baptista, 2000; SMEDAN, 2009). Furthermore, 

customer awareness in regard to the use of the e-system is affected by experience level, 

which is also influenced by economic factors (Amedu, 2005; Ayo, 2001; CBN, 2010; 

Al-Mabrouk & Soar, 2009). However, resistance to change amongst staff can appear to 

be a result of lack of experience, which could have a significant influence, altering 

changing top management attitudes at telecommunications companies; on the other 

hand, it could influence economic factors (Ginige et al., 2001; Zulhunda et al., 2011). 

Given that the attitude of staff differs in terms of their views and opinions, it is 

nevertheless recognised that this can affect various other factors, such as cooperation 

between the government, the banks and the customer, which in turn can be influenced 

by economic factors. Thus, it was evident that cooperation will not occur without 

experience or awareness amongst such entities (Simpson, 2004; Mann, 2004; Rosen, 

2001; Zulhunda et al., 2011). 

It was also observed that, without essential factors related to the benefits of EPS 

adoption, companies would not accept EPS as a sole application on their websites, as 

customers are predominantly concerned with security issues (Abukhzam & Lee, 2010; 

O‟Mahony et al., 2002; Havinga et al., 1996; Swatman, 1997; Swaminathan, et al., 

1999; Rose, 1999). Furthermore, customer attitudes, as a category, have been affected 

by age, reliability of EPS and customer experience in regard to the adoption of EPS. 

Thus, this is directly affected by economic factors (Ullah et al., 2013; Djamasbi, et al., 

2010; Abukhzam & Lee, 2010; Davis, 1989; Wright, 2002). In addition, in the appendix 

J, more discussion and further explanation of the status of EPS through the comparison 

of the emergent grounded theory was presented in chapter six, and linking those factors 
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with the literature review discussed earlier in this research. This will be achieved 

through the linking findings with the existing Diffusion of innovations theory (DOI) as 

explained in more details in section 9.10.4.4. 

6.5 Summary and conclusion 

This chapter discussed the adoption of EPS in the context of Libyan users; investigating 

various factors based on the perceptions of both organisations and consumers. Figure 6-

4.10 and 6-4.11 explain the relationship between core categories and sub-categories. A 

detailed analysis revealed the impact of core categories on the adoption of E-payment 

systems. This model illustrates those factors that emerged from both respondents 

(organisation and consumers) as affecting the adoption of EPS. In addition, as shown in 

Figure 6.4-10, grounded theory details the important factors and strategies taken to 

facilitate and identify those barriers that affect respondents‟ attitudes to adoption of an

e-system. 

The discussion included in the current research findings has also explained, in more 

detail, the implementation of grounded theory, as connected to the Straussian approach; 

this is an appropriate research method for analysing, exploring, and investigating 

participants‟ views and opinions, and perspectives concerning EPS adoption in Libya.

In addition, this chapter has shown how these factors have influenced the attitudes of 

both organisations and consumers. Moreover, the research questions were addressed in 

the findings analysis. The answers to the current research questions enabled the 

researcher to acquire an understanding of the relevant issues affecting EPS adoption in 

Libya. Furthermore, each factor was explained, and discussed from the standpoint of the 

respondents‟ answers, as detailed in this chapter. Finally, the theory generated from

both sets of respondents‟ perceptions (organisation and consumers) revealed that
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economic issues are the most important factors facilitating EPS adoption, as shown in 

Figure 6.4-10 and as discussed in section 6.3 and its sub-sections 6.3.1, 6.3.2 and 6.3.3. 

The chapter also explained how the researcher employed an interpretivisit approach that 

aimed to create a framework to build a theory that observes the reality apparent in 

interactions between individuals. This allowed researcher to detect individual's 

experience in regards any events, and helped to ensure a deep understanding of 

contextual data, and people‟s attitudes. This was accomplished through the application

of a systematic methodological grounded theory in the social sciences with the potential 

to generate a theory from the data collected. Moreover, the current research findings 

were supported in literature review, and by empirical evidence, as explained in 

section 6.4.2. These reasons underpin the motivations for the decisions taken during this 

research, and ensure it contributes to the body of knowledge, as explained in 

section 7.3. 
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7 Conclusion 

 

7.1 Introduction 

This chapter presents the conclusions to the research and the answers the research 

questions. It also summarises the contribution this study makes to existing knowledge, 

evaluating its findings and limitations, and introducing recommendations to overcome 

the barriers to adoption of EPS in the Libyan context, in particular, in the Libyan 

telecommunications sector. 

7.2 Answering the research questions 

The main objective of this research was to extend the existing body of knowledge and 

present a theoretical framework for the adoption of EPS, by exploring the factors which 

influence EPS from both organisational and customer perspectives. However, the 

intention was to answer the main research question "What are the social and 

organisational, economic, political and technical issues regarding the adoption of an E-

payment system in Libya?" This prompted the researcher to investigate factors affecting 

the adoption of E-payment systems, and to examine why these factors constitute barriers 

to EPS adoption in Libya. This was achieved by exploring the interrelationship between 

these factors and their impact on one another, as well as the influences affecting the 

adoption of EPS. This was realised by analysing the data collected from the 

interviewees, as was addressed in chapter six, specifically in 

subsections 6.2.2.1, 6.2.2.2, 6.2.2.3, and 6.2.2.4.  

In order to cover further key issues, the researcher developed the following sub-

questions: 
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 What definitions of E-payment systems (EPS) exist and do they reflect EPS 

provision in Libya? 

The study provides definitions of E-payment systems in chapter 2, in specific in 

section 2.2. In addition, based on these definitions the researcher defined EPS clearly 

throughout this research. 

 What is the current EPS landscape in Libya and how do current political 

changes affect it? 

The current EPS landscape in Libya is described in chapter 22, particularly in 

section 2.5. However, this section confirms that the national payment system in Libya 

has undergone significant development in recent years. Section 6.2.2.4.2 explains the 

impact of political unrest in Libya on the attitude of consumers, organisational staff and 

decision-makers toward the adoption of EPS in the telecommunications sector. 

Therefore, the researcher found that the revolution of 17 February 2011 had influenced 

all Libyans, especially young people, as it pertained to the use of the Internet and the 

adoption of EPS. In fact, the revolution has had a positive impact on the population, to 

the extent that the understanding and interest they have in the Internet and its 

applications, has increased, as was explained in section 6.2.2.4.2. In section 6.3.4, the 

effect of the country‟s unstable situation on the adoption of EPS in Libya was

emphasised, in accordance with the respondents‟ response. The influence of the

revolution of 17 February 2011 was a positive one concerning the use of the Internet, 

principally because Libyan citizens had an increased desire to accept and use the 

internet. This interest and acceptance classifies them as potential future users of EPS. 

Therefore, arguably, the revolution gave „birth‟ to a new generation of people who can

understand the relevant factors affecting EPS adoption in Libya. 
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 How does each of the four factors (socio-organisational, economic, political and 

technical) relate to EPS adoption in Libya? 

 

This research explored the relationship between EPS in Libya, and social, 

organisational, economic, political and technical factors, respectively. The 

interrelationship between these factors (socio-organisational, economic, political and 

technical) is depicted in the following figure. 
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 Figure 7.2-1 Research model
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The findings emphasise that every factor has an influence on EPS adoption in the 

Libyan system. Firstly, social and organisational factors influence the attitudes of 

Libyans toward EPS adoption. This research shows staff experiences, and awareness of 

their ability to carry out a transaction via the Internet, would influence attitudes and 

willingness to adopt EPS are among the factors that influenced the attitude of Libyan 

consumers. Furthermore, the lack of awareness among Libyan consumers is another 

factor relating to the effect of socio-organisational factors on the willingness of strategic 

decision makers at telecommunications companies to develop EPS, as was explained in 

section 6.2.2.3. In addition, lack of cooperation between banks, governments and 

telecommunications companies causes concern about EPS adoption. This is because of 

the need to facilitate and increase the degree of trust between participating stakeholders, 

as was explained in section 6.2.2.2.2. Therefore, the discussion in sub-section 6.2.2.3 

was emphasised with an in depth and more effective explanation of the socio-

organisational factors influencing the adoption of EPS. 

Secondly, economic factors were found to have the most influence on EPS adoption in 

Libya. Economic factors affect companies‟ organisational structures, generating serious 

concern among the population regarding EPS adoption in Libya. Based on the responses 

from both groups of respondents (consumers and organisations staff), an increased level 

of standard of living is eventually expected to alter the attitude of Libyan consumers in 

favour of EPS adoption. For example, change will proceed from a rise in the quality of 

education, the reduced cost of goods, income and political stability, and other changes. 

The acquisition of knowledge enables individuals to transform their way of thinking; 

thereby, increasing their tendency to prefer adoption of EPS. 
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Moreover, lack of competition and innovation are additional factors raised in relation to 

economic issues, which have had an influence on EPS adoption. These are reported as 

principal drivers of efficient EPS. In addition, good competition between Libyan 

telecommunications companies would help overcome the existing monopoly, 

potentially prompting more companies toward EPS adoption. Moreover, it has been 

concluded that lack of inclusion of Islamic banking principles based on Islamic Shar‟ia

Law has had a significant role in the development of the economic situation in Libya, as 

explained in sub-section 6.2.2.2.8. Based on the data analysis, sub-sections 6.2.2.2 

provide a more detailed of discussion of all the emergent factors related to economics, 

and their impact on individuals‟ attitudes toward the adoption of  EPS, whether 

customers or organisations. 

Thirdly, political factors have an impact on Libyan's attitude regarding EPS adoption. 

Government responsibility, the unstable political climate in Libya, and existing 

regulations are among the sub-factors, which have been influenced by certain political 

and legal issues impacting on the adoption of EPS. Based on the data analysis, it was 

found that the instability of the situation in Libya has had a positive impact on Libyan 

people, in particular young people wishing to extend their understanding and knowledge 

of Internet use and associated applications, such as EPS. In addition, the lack of new 

Libyan e-legislation and policies are additional factors, linked to politics, which are 

hindering development, due to security concerns about telecommunication companies‟

websites. Lack of government responsibility, as one of the political factors has deterred 

and reduced positivity in regard to EPS adoption. A more detailed explanation of how 

the political factors affecting the adoption of EPS were discussed in sub-section 6.2.2.4. 
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Fourthly, technical factors also effect the adoption of the EPS. Security issues, trust and 

reliability relating to EPS all impact users‟ attitudes towards a final positive acceptance 

and adoption of EPS. The impact of these factors is playing a significant role in 

encouraging Libyan consumers to conduct more transactions online, consequently 

boosting their trust in telecommunications companies and the security of using their 

website facilities for transactions. Lack of post coding services in Libya are another 

significant technical factor complicating the adoption of EPS. In particular, when 

making online transactions there is concern that lack of connections between the 

telecommunications companies and the banks, regarding the addresses of Libyan 

citizens, will reduce reliability of deliveries. Additionally, poor penetration of internet 

connectivity in Libya has greatly hindered the adoption of new online technologies, and 

this in turn has affected the experiences of online users. The implications of the limited 

technical support have reduced faith in online transactions, endangering the acceptance 

of technologies such as EPS. Sub-section 6.2.2.1 offers more explanation in regard to 

which technical factors influenced individuals, whether customer or organisational 

attitudes toward the adoption of EPS. 

 What is the nature of the relationship between each factor and how does that 

particular relationship affect the overall process of EPS adoption in the Libyan 

context? 

This question was addressed by conducting a full empirical study, as discussed in 

chapter 6. The grounded theory emerged from the perspectives of stakeholders, who 

cited economic issues as of central concern impacting the adoption of EPS. However, 

this was not the only concern raised, because other technical, social, organisational, and 
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political factors have also had an essential influence on adoption of EPS, as depicted in 

Figure 7.2-1, below. 
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Figure 7.2-1 The relationship between the factors (social and organisational, technical, political, and economic)
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The significant findings show that economic factors are affected by all other technical, 

social, organisational, and political factors, and that all these either increase or decrease 

the level of concern toward adoption of EPS. Figures 7-2.1 show all possible logical 

relations between social and organisational, economic, political, and technical factors, 

as well as illustrating the simple relationship between each, based on their shared 

features. 

Based on the analysis, the five categories that emerged are represented as coloured 

circles and linked by different factors as represented by the light blue arrow shapes. The 

diagram consists of many intersections showing possible relationships between these 

factors. The interior of the area is shown in number 1 between the categories of 

customers‟ attitudes, and organisational attitude, explaining that ease of use in one of

the most significant technical factors in terms of increasing the tendency of users to 

accept and adopt new technologies. Moreover, the technical infrastructure is found to be 

as a shared factor between customers‟ attitudes and political issues, as shown in area 

number 2, where it is shown to have a direct influence on the perspectives and attitudes 

of Libyan consumers regarding EPS adoption. Resistance to change, ease of use, 

technical infrastructure, and security are among the most important technical factors 

affected by the categories of customer attitude and the benefits of EPS adoption, as 

shown in circle number 3. Based on the data analysis, it was found that these factors 

have influenced user satisfaction strategies, which are in place to ensure this attribute. 

This will in turn enhance the attitudes of users toward the use and adoption of EPS. 

As shown in area number 4, economic factors and technical factors are shared factors 

between social and organisational, and political issues, which have a direct impact on 

the organisational structure of telecommunications companies. Furthermore, they have 
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generated concern among the Libyan population, regarding the adoption of EPS in 

Libya. The intersection in area number 5, i.e. between the socio-organisational and 

benefits of adopting EPS categories, are related to each other through economic factors, 

such as, withdrawal control, Islamic banking and cost of Internet. As demonstrated in 

the data analysis, the impact of these factors has led to a rise in the types of attitudes 

that can encourage Libyans to adopt EPS. 

In addition, the benefits of adopting EPS, show a direct relationship between economic 

and technical factors, such as, technical infrastructure, withdrawal control and standard 

of living, as shown in area number 6 in Figure 7-2. This means that the Libyan way of 

thinking is influenced by factors increasing their tendency to adopt such a system. 

Furthermore, economic issues and categories of organisational attitude have overlapped 

with many economic factors, such as cost of Internet, competition, monopoly power, 

cooperation with existing entities, Islamic banking, feasibility studies about EPS 

adoption, and the marketing business. All have an impact on the benefits of EPS 

through increasing or decreasing Libyan‟s attitudes toward EPS adoption, as shown in

area number 7 in figure 7-2.  

Finally, social, organisational, and technical factors have indirectly influenced customer 

attitude, political issues, and economic issues. This relationship as shown in areas 

numbered 8 and 9 confirm that the key factors affecting the adoption of EPS in Libya 

are economic issues, which include perceived benefits, cooperation with existing 

entities, mutuality of stakeholders, internet costs, standard of living, marketing 

businesses, awareness, loss of control, feasibility studies about EPS implementation, 

Islamic banking services and competition. The indirect influence of these factors shows 

how the perceived benefits derived from the adoption of EPS can significantly 
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encourage telecommunications companies to roll out services, and in turn may 

encourage users to embrace these services in the future.  

The research provides answers to this sub-question in chapter 6, and in particular 

sections 6.4.2 and 6.4.3. The nature of the relationship between each factor, and how 

that particular relationship affects the overall process of EPS adoption in Libya was 

addressed, as shown in Figure 6-10. 

In summary, the answers to the research questions afforded a greater understanding of 

how political, social and organisational, technical, and economic factors are affecting 

EPS adoption in Libya. They also delivered a fuller understanding of the relevant issues 

involved in EPS in Libya. Moreover, each factor was explained and discussed in 

relation to the respondents‟ answers, asdetailed in chapter 6. 

7.3 Research contribution 

The findings of this research are supported in the literature review, and by the empirical 

evidence, and make the following two kind of contribution: 

7.3.1 Original contribution  

1- This research shows that in the field of EPS, standard of living is a critical 

factor, affecting the attitudes of both consumers and organisations, and 

encouraging them to adopt EPS. This factor is linked to a rise in the quality of 

education, cost of goods, income and political stability; all of which have an 

impact on the mentality of Libyan people regarding internet usage, there by their 

tendency to adopt EPS is consistent with Ozkan et al., (2010). 

2- The majority of recent studies on adoption and diffusion have employed a 

grounded theory methodology to examine factors affecting the adoption of 
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internet usage in small-medium enterprises (Chinedu Eze, et al., 2014; 

Kannabiran and Dharmalingam, 2012; Lawrence, 2010), and the adoption of EC 

(Halaweh, 2009; Aljaber, 2012). Thus, this study will be the first of its kind to 

analyse the impact of those factors on the adoption of EPS, by implementing 

grounded theory as a research methodology and research analysis. 

3- This research contributes to the field of EPS by investigating novel factors 

affecting EPS implementation in the Libyan context. Previous research has 

tended to concentrate on the area of adoption of e-activities in Libya only; i.e. e-

commerce (Alamro & Tarawneh, 2011; Abukhzam& Lee, 2010), e-learning 

(Rhema et al., 2013; Rhema & Miliszewska, 2010), e-banking (Ullah et al., 

2013; Abukhzam, & Lee, 2010) and e-government (Sweisi, 2010). Therefore, 

this research makes a unique contribution to the field of EPS in Libya, in 

particular. 

4- The research revealed three new and significant factors of relevance to Libya, 

including standard of living, post coding and the unstable political situation in 

the country. These represent a unique contribution to the body of knowledge, 

illustrating the attitude of the Libyan people toward Internet usage, and current 

obstacles to EPS adoption. 

7.3.2 Complementary contribution 

1- The core component of the study‟s contribution has been to extend knowledge

through investigation of the technical, economic, social, organisational, and 

political factors affecting the adoption of EPS in Libya, particularly in the 

telecommunications sector. The grounded theory generated was validated by 

empirical work, with the data showing the different attitudes of stakeholders, 
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such as consumers, organisational staff (e.g. telecommunication companies, 

banks, the Ministry of Telecommunication and Informatics, and information 

system management at government level), and decision-makers (e.g. Under-

Secretary of the Ministry of Communications, Director of the Islamic Bank). 

The model is novel, such that the findings of the research highlight three new 

significant factors (post-coding, standard of living, and the unstable political 

status of Libya) as discussed in subsections 6.2.2.1.4, 6.2.2.2.10, and 6.2.2.4.2.  

2- The study differs from previous studies on the adoption of EPS in developing 

countries which have only focussed on the influence of political (Azab et al., 

2009, as cited in Dolan, 2014; Adam, 2008), socio-organisational (Shin et al., 

2013; Özkan et al., 2010; Kleijnen et al., 2004; Karahanna & Limayem, 2000), 

economic (Jamshidi & Hussin, 2013; Ifinedo, 2012; Gholami et al., 2010; 

William & Simon, 2006) and technical factors (Dalvand et al,. 2014; Lawrence 

& Tar, 2010, pp.32–33; Hunaiti et al., 2009, p. 37). 

7.4 Further work 

Further research is recommended to overcome the barriers to EPS adoption that the 

researcher encountered. The researcher is able to make some recommendations that may 

assist decision-makers in the development of the use of EPS. The following actions are 

recommended: 

 The Libyan government is strongly recommended to increase awareness of E-

payment methods. Telecommunications companies should do so through the use 

of communications channels, such as educational institutions, television, radio, 

posters, and meetings. As illustrated in Figure 6.4-10; awareness plays a 

significant role in overcoming concerns about the adoption of EPS. To stimulate 
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increased support for the wider implementation of EPS in Libya, the government 

must first establish a policy directed at raising awareness of the potential 

benefits of EPS adoption (see section 6.2.2.3.2 for more details about the effect 

of lack of awareness on the adoption of E-payment). 

 It is recommended that the government should promote an open and competitive 

telecommunications industry in the country. The inadequate telecommunications 

infrastructure in Libya acts as a barrier to e-commerce and EPS. Therefore, the 

Libyan government should take special measures to encourage competition 

within the telecommunications industry, reducing ISP connections and 

communication costs, and developing and improving internet access. The 

government should take measures towards improving and enhancing the 

development of the information superhighway, thereby supporting the 

telecommunications infrastructure. Since Libya does not have an electronic 

payment system infrastructure in place, the government and financial institutions 

need to initiate steps to increase credit card penetration among businesses and 

consumers, to develop a regulatory framework to assist in EPS adoption (see 

sections 6.2.2.2.9 and 6.2.2.4.3 for more details about the effect of lack of 

competition and regulation on the adoption of E-payment) 

 The Communications and Informatics Ministry should advise internet service 

providers and companies to discount the cost of using the internet for limited 

bandwidths, in order to facilitate access to the internet. In addition, it is also 

recommended that the communications sector establish plans to overcome the 

shortage of landlines, and to make wireless broadband provision more widely 
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available, thereby enabling access to the internet (see section 6.2.2.2.4 for more 

details about the effect of Internet cost on the adoption of E-payment) 

 It is recommended that the government should support and assist the private 

sector by providing people with computers and laptops, which can be obtained at 

reasonable prices commensurate with their monthly income. As revealed by the 

findings of a study conducted by Al-Nagi and Hamdan (2009), computer literacy 

plays a significant role in affecting consumers‟ attitudes towards adoption of EC

and EPS. Lower cost hardware would help to improve computer literacy and 

individuals‟ computer skills, in particular those of elderly people (see 

section 6.2.2.2.10 for more details about the effect of standard of living on the 

adoption of E-payment). 

 The Libyan government should establish legislation encouraging 

telecommunications companies to adopt E-payment systems for e-businesses, 

and to protect the rights of customers when using e-commerce and E-payment 

methods. In addition, such regulations could be used to criminalise electronic 

crimes, including theft of personal and banking information (see 

section 6.2.2.4.1 for more details about the effect of lack of government 

responsibility on the adoption of E-payment).  

 The telecommunications sector in Libya should be viewed in light of Egyptian 

experience in this area, as Egypt is the closest state to Libya to have applied a 

system of e-commerce based on EPS. In addition, the country has benefitted 

from its experience of E-payment adoption. This may generate new insights into 

the adoption of EPS, which may be relevant to other developing countries.  
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 To develop an inclusive E-payment framework that permits online transactions, 

the Libyan banks should consider the inclusion of Islamic banking principles 

based on Islamic Shar‟ia Law, as this can influenceuseof debit and credit cards.

It will participate in playing a significant role in the development of a more 

stable economic situation in Libya. This type of payment requires close 

cooperation between all stakeholders, such as banks, governments, 

telecommunications companies, and consumers, with the need to meet all 

Libyan needs and expectations (see section 6.2.2.2.8 for more details about the 

effect of lack of access to Islamic banking via E-payment in Libya on its 

adoption). 

7.5 Research evaluation 

This section assesses and evaluates the quality of the research design, which was to 

build on grounded theory for the research methodology and data analysis. As explained 

in chapter 6, section 6.4, the grounded theory generated should be understandable and 

fitting. In the case of this research, the criteria for judging the merits of theory-building 

research were intended to address the adequacy of the current research process and to 

ground its findings. The three main criteria used for measuring and judging the rigour of 

qualitative research studies are: credibility, auditability, and fittingness (LoBiondo-

Wood & Haber, 2006). 

7.5.1 Credibility 

Credibility is defined as, the “truth of findings as judged by participants and others 

within the discipline” (LoBiondo-Wood & Haber, 2006, p.168). Heath et al. (2004) 

attained credibility by returning abstracts from the transcribed interviews to the 

participants for review, to ensure that all the content was precise and accurate.  
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Secondly, auditability means that ample information is presented to lead consumers 

“from the research question and raw data through various steps of analysis to the 

interpretation of findings” (LoBiondo-Wood & Haber, 2006, p.168). Throughout the 

research, the researcher implemented every step of the method. For example, the 

literature review was conducted and used to identify gaps in the existing research. From 

this information, the aim of the study, and the research questions were developed and 

clarified. Then, the grounded theory implemented, the theoretical sampling, and data 

collection methods were discussed in chapter‟s 5 and 6.  

In order to increase the credibility of the research findings, ethical approval was 

obtained (see Appendix A). The researcher gave a brief introduction of the research to 

the respondents, and a digital recorder was used with their permission. Both consumer 

and organisational questions were addressed for triangulation purposes, and to heighten 

validity. Furthermore, the transcription and translation processes involved two 

professionals (Arabic and English native speakers), who verified the meaning in both 

versions. At the end of each interview, the transcript (raw data) was broken down, 

examined and coded by the researcher (see section 5.4). 

The relationship between the emerging factors and the respondents‟ attitude was based 

on the respondents‟ answers, and categorised according to the coding process described

in section 6.3 and 6.4. The researcher used four grounded theory techniques to facilitate 

and simplify the process of generating theory (see section 3.5). 

7.5.2 Auditability 

Auditability takes place when a researcher is able to follow the research steps, from 

forming research questions, to data collection, and to findings (categories, codes, 
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theory) (Carpenter, 2011; Chiovitti & Piran, 2003).When using grounded theory, it is 

essential to define and specify the criteria used when analysing the transcribed interview 

data (Glaser, 1978; Strauss, 1987; Strauss & Corbin, 1990). In this research, the 

criterion was specified and comprised of questions repeatedly asked during analysis. 

For example, What is happening in the data? What does the action in the data 

represent? Is the code related to another code? (Strauss & Corbin, 1990, 1998). In 

order to identify the relationship between each code with the theory generated, a 

paradigm model was used to forge links between categories and subcategories, as 

explained and discussed in chapter 5, sections 5.4.1, 5.4.2 and 5.4.3, and also in 

sections 6.2.2, 6.3, and 6.4. Hence, throughout the research, the researcher was able to 

review, audit and validate the methods used to develop the theory. 

7.5.3 Fittingness 

LoBiondo-Wood and Haber (2006) define fittingness as, the “everyday reality of the

participants” being “described in enough detail so that others in the discipline can

evaluate importance for their own practice, research, and theory development” (p.168).

To develop fittingness in grounded theory research, it is significant to recognise the 

level of theory generated (Strauss & Corbin, 1990; p.174). This research develops a 

theory which evolved from an investigation of factors affecting the adoption of EPS in 

the Libyan context. By applying a detailed explanation of the study findings, the 

researcher identified the scope of the research based on the sample size of Libyan 

interviewees, including both consumers and organisations, justifying this as shown in 

sections 4.4 and 4.5.5. In addition, fittingness can also be ascertained by identifying the 

level of theory generated, and by illustrating how the literature links to each category as 

it emerged in theory, as explained by Chiovitti and Piran (2003). 
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The concepts of fit, work, relevance and modifiability are used to assess and judge the 

quality of the theory (Lomborg & Kirkevold, 2003). First, fit can be represented as 

those categories that emerged from the data collected in the study, thereby ensuring that 

generating grounded theory will fit the literature; this was achieved in section 6.4.2. 

Thus, because of the similarities with prior studies in the field of electronic payment, 

there is a potential for transferability of the findings generated in this research. 

In this research the criteria of fit was met, as the categories emerged from the data 

collected. The aims of this research subscribed to the notion that theory should present 

explanations and interpretations of what is occurring in the field under study. However, 

an adequate standard is judged to have been achieved when there is fittingness between 

the categories and data that can be used to explain what is happening in the area of 

concern. Additionally, relevance relates to the idea that theory should be appropriate to 

the action in the area under study. Lastly, modifiability means that a grounded theory 

may encounter changes in response to the emergence of new data. In other words, 

modifiability standards are met when the theory adapts as new data emerges. 

7.6 Research limitations 

Although this research is the first of its kind in the field of EPS adoption, it has 

limitations. These are as follows: 

 The data was collected using semi-structured face-to-face interviews with 

organisational and consumer respondents selected from telecommunication 

companies, banks, and the government. The data collection are was limited to 

Tripoli in Libya. It is difficult to conduct empirical studies including other 
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Libyan cities due to the time involved in travelling between them and unrest 

political situation. 

 This research is limited by investigating the effect of political unrest in Libya on 

the project of E-Libya, as planned by Ministry of Telecommunications and 

Informatics including e-government, e-commerce, and E-payment. However, 

this factor needs further research to investigate its full impact on adoption of 

EPS. 

 With regard to the theoretical framework of this research, which is limited to the 

Libyan context, the findings may not be generalised without further 

complementary research confirming its conclusions. Future researchers wishing 

to build on the findings of this study in their own research should bear in mind 

the research conditions, shared factors and local culture. 

 This research adopted a grounded theory approach, and more specifically the 

Straussian approach. The theoretical sampling method played a significant role 

in ensuring the participants possessed relevant knowledge. Moreover, the nature 

of grounded theory as the chosen research methodology means the research 

findings may not be generalised; however, the findings may nevertheless be of 

interest to other societies with similar conditions and cultural environments. 

Furthermore, the application of different research methods could be used to 

align the objectives of future studies with these findings.  

7.7 Conclusion 

Previously, EPS studies have focused on the influence of the following factors 

independently: political, social and organisational, economic, and technical. This 

research applied grounded theory as a qualitative research method to investigate all of 
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the above factors and their combined influence on the adoption of EPS from both the 

perspectives of organisations and consumers in the Libya. Moreover, the ability to 

understand the variables and their relationships has added to the sensitivity of the 

theory, which is influenced by a number of things, including existing literature and the 

use of the Straussian approach to analyse the data. Furthermore, the study clarifies the 

relationship between the core category and its sub-categories; as explained in chapter 6, 

section 6.4, providing a detailed understanding of each factor affecting EPS adoption.  

Extensive analysis of the research data revealed the impact of the core category on the 

adoption of E-payment systems, illustrating the factors which emerged from both 

organisational and consumer respondents. Moreover, this research contributes to the 

body of knowledge by contradicting issues and factors previously found in the 

literature, which are no longer relevant as factors hindering the adoption of EPS. In 

addition, standard of living, post-coding and the unstable political situation in Libya are 

significant new factors discovered after analysis, and not mentioned in the literature. 

This research has a solid theoretical framework of practical and methodological 

implications (as mentioned and explained in more detail in chapter 6), and this should 

assist stakeholders including researchers, telecommunication companies, government 

decision-makers and banks to understand the factors affecting the adoption of EPS in 

the Libyan context.  

Finally, the research questions have been addressed throughout the work, and analysis 

of the current findings has been presented in this research.  
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9.3 Appendix C: Pilot Study Organisational interview 

 

Interview questions 

 

Organisation interview 

 

Concepts 
1) What does the term of E-

payment system mean to you? 

 
 

Participant 1: The term means the 

possibility of buying and selling products 

online. 

-Knowledge and 

background about 

EPS. 
Participant 2: Use the Internet to pay by 

using payment cards. 

-Knowledge and 

background about 

EPS. 
Participant 3: It means the use of cards, 

and credit cards for electronic payment 

process, considering that the world 

around us is an electronic currency, 

which makes not to think about carrying 

money with us. 

-Knowledge and 

background about 

EPS 

Participant 4: Use the electronic channel 

for electronic payment process. 

-Knowledge and 

back ground about 

EPS. 
2) Have you had the chance to 

use it? If yes please 

explain and how? Or If 

No, please explain why 

not?  

 

Participant 1: No, this service is not 

available in my country. In addition, I 

don‟thaveanykindofpaymentcards . 

-Participants‟

practice and 

experience. 
Participant 2: Yes, I have bought tickets 

from the international airlines by using 

my visa card that was issued to me from 

one of the Libyan banks. 

-Participants‟

practice and 

experience. 

Participant 3:No, but I know some of 

my colleagues have used this service 

abroad. 

-Participants‟

practice and 

experience.  

-EPS not adopted 

in Libya 
Participant 4: locally no, but abroad yes 

to pay some bills. 

 

-Participants‟

practice and 

International 

experience. 

-EPS not adopted 

in Libya. 
3) In your opinion, what do 

you think that the 

telecommunication companies 

in Libya could do to encourage 

their customers to use E-

payment system service? 

Please explain 

Participant 1: To allow the possibility of 

selling the company's services via the 

Internet. 

-Companies are 

still using cash 

payment. 

Participant 2: the telecommunications 

sector will benefit such as the following: 

•Employment will be reduced , therefore 

will have less to spend 

•pre-paid cards are close to the 

electronic payment cards: it means this 

system is  easier to use that  in the future 

•ThereisnodealwiththeLibyan

Commercial  Banks except the Almadar  

Mobile Phones Company have a contract 

with  Bank of Commerce and 

Development through the use of pre-paid 

cards by phone. Therefore, it is taking 

this step to adopt of such a service. 

-Reliability of 

EPS. 

-Perceived 

benefits from 

adopting the EPS. 

Participant 3: the telecommunications 

sector will take the following steps to get 

more benefit: 

-EPS not adopted 

in Libya. 

More benefits: 
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•work tofind safe ways to transfer 

money or rather process the electronic 

payment system  

•Providedirectservicethatprovides the 

service for electronic payment instead of 

cash. 

•Facilitate and deliver service to 

customers, which will work towards 

boosting the income of the company. 

-Security. 

-Ease of use. 

-Reliability of the 

EPS. 

 Participant 4: In theory, everyone is 

talking about this system and we are as a 

company of telecommunications are 

supposed to open this service, and this 

will be done by the emergences of a third 

party to achieve compatibility between 

the all parties who will benefit from this 

system. 

More benefits: 

-Reliability of 

EPS. 

-Cooperation with 

Existing Entities. 

-People 

experience. 

4) Do you think that the 

management within 

telecommunication companies 

to influence the staff toward 

adopting E-payment system? 

 

Participant 1:  I've seen the company 

change in the administration level during 

the past period)) as for now, all 

procedures have become online. New 

administrations by young people have 

started encouraging the people to start 

this kind of service. 

-change 

management. 

- Social influence. 

Participant 2: part of the top 

management staff should encourage the 

use of this system and as they are the 

staff of the telecommunications sector 

and they can adopt this system, because 

all the staff are educated and 

conscientious and they will be able to 

understand this system in the fastest 

possible time. 

- Awareness about 

EPS between 

staff. 

Participant 3:  I cannot say for sure that 

the management are out to influence their 

employees, but I think that the state has a 

big role in persuading customers to get 

more benefit from this service. 

-political power. 

Participant 4: There is a definite 

positive influence in the Almadar Mobile 

Phone Company which has a channel for 

online sale which is pre-paid and post-

paid. This is not to be available without 

the support of the Director-General. 

-social influence. 

5) E-payment system has some 

convenient features such as 

that of any time any-where 

via online, and how are 

these important to 

customers? Please explain. 

 

Participant 1: Some products are not 

available in the Libyan context; through 

the debit cards we can buy products from 

abroad via internet. 

 

Participant 2: ease of handling this kind 

of service at any time, which provides 

service to all customers at any time 

•BankofCommerce andDevelopment is

one of the banks which gives the 

Almadar‟s  Mobile Phone Company staff 

the use of pre-paid cards by phone, that 

means they can use this service at 

anytime and anywhere. 
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 Participant 3: considered that the 

financial procedures within the 

telecommunication company are complex 

.Using the electronic payment system 

will allow the customer to buy online at 

any time with confidence. 

-Lack of online 

service. 

-Convenience. 

 

 

Participant 4:  In Libya it is very 
important to adopt this system, but in 
the future E-payment system could be 
available. This service at the site of 
the company 
is available to provide these products 
at any time and at anywhere.  

-EPS not adopted 

in Libya. 

 

6)  How do the 

telecommunications‟

companies handle the 

resistance to change in 

transaction process? Please 

explain. 

Participant 1: Many people are afraid of 

handling this kind of service, for 

example, the financial management still 

using their complex procedures  with the 

manual system. The most important thing 

to be done by the telecommunications‟

companies are taking up the challenge to 

spread the awareness to adopt the new 

online system among the people. 

-Afraid from this 

system. 

-Resistance to 

change. 

Participant 2: 

•byitsnature,anynewtechnology

will face some  resistance the first 

time it is adopted, for example, the 

resistance was observed with the 

emergence of mobile phones. 

•facilitate thenewsystemand phase 

out the old system.
 

•to publicise via the Internet and 

encourage the banks to offer  incentives 

to the customers for taking up electronic 

payment system 

-Spread awareness 

among people. 

-Facilitate the 

system 

Participant 4:  The lack of planning is a 

major factor at the moment .The system 

is not adopted yet but the future depends 

on future and in the ability to avoid 

planning the resistance. 

-EPS not adopted 

in Libya. 

- Lack of a plan at 

the present. 

 

7) In your opinion, how the 

management of the 

telecommunication companies 

understand the perceived 

benefits in influencing business 

decision of adopting E-

payment system? Please 

explain. 

Participant1: All are convinced about 

the benefits of using this technique, but 

the problem is that they are convinced the 

theoretical side is ok. But there are 

difficulties are slow to change and keep 

on using the system in the ways. 

-Afraid of the 

EPS. 

Participant 2: the existence of e-service 

contains several features, including:  

•Easypayment 

•Security 

•New services available at the lowest 

cost (e.g., when the company is issuing 

one million pre-paid phone cards that 

costing a lot binding ................)  

•Worktoincrease profits. 

 

 

- Perceived 

Benefits. 

-Convenience. 
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 Participant 3:  The payment process by 

using the old method causes confusion in 

all its procedures, but when the 

telecommunication provides this service 

the customer does not need to search for 

company‟sbuildingtopaybycashbut

this system will provide a service to 

facilitate all the procedures. 

 

 

-EPS not adopted 

in Libya. 

Participant 4:in general, all agree that E-

payment system has positive influence on 

total business, but especially if it‟s 

adopted in future we are going to have a 

plan and are able to calculate everything. 

-EPS not adopted 

in Libya. 

8) What steps can the company 

consider to ensure the E-

payment system is accepted? 

 

Participant 1: 

By following these Steps:  

•Telecommunication Companies must 

follow the ministry of communications 

guideline which means that there should 

be a link between enacting laws and 

regulating the system.  

•TheLibyatelecom andtechnology

company have a big data centre for 

hosting all kind websites. 

•Topromote such a service within the 

universities. 

-Political support 

-Lack of Legal 

framework and 

laws. 

-Lack of creating 

laws and 

regulation. 

-Availability one 

of factors that 

assist to accept 

EPS 

(acceptability). 

-Lack of 

awareness among 

customers. 

 

 

Participant 2: The company should 

consider the following steps to ensure the 

adoption E-payment system:  

•Easy access to the service at any time 

•Toconsiderseveralotheraspectssuch

as the technical issues. 

•Devisingthemethodsthatwill beusein

publicity. 

 

- Technical and 

System Quality 

issues 

Participant 3: Clarify the pros and cons 

((advantages and disadvantages)) of this 

system. 

•Dissemination of knowledge among the 

customers 

•Todemonstratethecostthatwas

wasteful using the old method of cash 

payment manually. 

-Lack of 

awareness among 

customer. 

Participant 4: One of the successful 

methods for the adoption of this system 

is what the customer needs, and there are 

other issues related to the technical 

issues, such as security, safety, and trust. 

Therefore, these standards have 

confirmed the stability of this system for 

a long time. 

-Customer needs. 

- Security. 

- Trust. 

-Acceptability. 
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9) Explain the role of: 

1) Co-operation in the E-

payment system adoption?  

2) Who needs to cooperate to 

make E-payment system 

work? 

 
 
 
 
 
 
 
 

Participant 1: 

 The business relationship is between 

two parties: the owner of the money 

(customer and buyer) and the owner of 

items to complete the business. 

 It must be to make sure that the project 

of national mailing system is  to finish 

in order to confirm that this system 

should be adopted. 

  Purchase of goods via the Internet 

should be under controls to prevent 

any loss. 

2) The cooperation must be between 

commercial banks, the State, 

telecommunication companies and 

companies who are responsible for 

delivery system. 

Cooperation with 

Existing Entities. 

-Technical 

infrastructure. 

-Security. 

Participant 2:  

1) The presence of a third party who 

provides the service to the three parties 

((the bank - the customer - the 

company)). 

2) Telecommunication companies. 

- Cooperation 

with Existing 

Entities. 

 

Participant 3: the presence of a third 

party, which is important to provide the 

money to be delivered to the other party. 

The customer, companies and the third 

party. 

- Cooperation 

with Existing 

Entities 

Participant 3: the presence of a third 

party, which is important to provide the 

money to be delivered to the other party. 

2) The customer, companies and the third 

party. 

- Cooperation 

with Existing 

Entities 

Participant 4: Generate more traffic 

•Value addedservicetothecustomer

and therefore this is because loyalty is 

very important 

•OurrolewiththeStateandotherparties

has a definite role. 

2) the third party who is working to 

facilitate the service 

-Cooperation with 

Existing Entities. 

 

10) Do you consider the cost of 

Internet usage a barrier to the 

adoption of E-payment system 

within your company?  

 

Participant 1: Yes, prices are reasonable -Cost of internet. 

Participant 2:The cost of Internet use is 

still high expenses compared to the 

standard of living 

-Cost of internet. 

 

Participant 3 :) The cost of Internet 

service usage is not equal to that of the 

neighbouring countries. 

Participant 3: the presence of a third 

party, which is important to provide the 

money to be delivered to the other party. 

2) The customer, companies and the third 

party. 

Participant 3 :)The cost of Internet 

service usage is not equal to that of the 

neighbouring countries. 

 

-Cost of internet. 
- Cooperation 

with Existing 

Entities 
-Cost of internet. 
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Participant 4: The Internet prices are 

still high, but will the E-payment system 

it is possible to rely on other means such 

as Mobile. 

-Cost of internet. 

11) What is the political 

support between law, politics 

and E-payment system?  

If yes, how? 

If no, why? 

Participant 1: No, it does not have 

support and does not have any 

coordination between the service 

companies which sometimes cut off 

lines of communication while carrying 

out their service. 

-Lack of political 

support. 

-Lack of 

communication 

between service 

companies. 

Participant 2: The need for a focal 

point for the banking services  

•The need to provide for the cash 

machine 

•peopledo not know about the laws 

relating to this system 

•Itisassumedthat the state has imposed 

laws that encourage the new payment 

system. 

-Technical 

infrastructure. 

-Political support. 

-Knowledge. 

Participant 3: the electronic payment 

system is a global system which 

imposes policies designed to monitor 

and control the money electronically, 

and it must be compared with the 

adoption of electronic payment system 

in other countries. 

-Other countries 

experience. 

Participant 4: There is currently no 

legislation, because the business is the 

one which imposes laws and regulations 

in their areas with the local market 

conditions to provide competition. 

-Lack of 

legislation. 

-Local 

competition. 

 12) Do you think that the 

political support is more 

beneficial to the customers?                   

 

Participant 1: Yes, if there is a project 

to extend this kind of service 

-Political support. 

Participant 2: Yes, in order to increase 

the income by making it easier to use this 

service. 

-Political support. 

Participant 3: If the customer is among 

those who is going to have  benefits from 

the Internet service, then it will benefit 

him 

-Political support. 

Participant 4: Yes, if the government 

issues the regulations to ensure this 

transaction is safer and also guaranteed in 

case of loss. 

-Political support. 

13) In your opinion, do you 

think using E-payment 

system for buying products 

is safe and secure in the 

Libyan context? Please 

explain. 

 

Participant 1: There is a problem with 

buying products in Libya nowadays, as 

well as there are no securing websites. 

-Lack of security. 

Participant 2: in Libya, when there is 

new system   is introduced, it is supposed 

that the state is to provide the laws  to 

protect the system and the customer, for 

example, if a customer's bank card is 

stolen, then the bank will bear the 

responsibility. 

-Lack of 

legislation and 

laws. 

Participant 3: No, because the hackers 

throughout around the world have 

increased in numbers. 

-Afraid from 

hackers. 
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Participant 4: at the moment the 

telecommunication companies have no 

E-payment system  plan, this means there 

is no risk, but  personally I believed that 

it will be safe  in future , because  they 

have plan to protect the transaction via 

internet  to avoid any risk. 

-EPS not adopted 

in Libya. 

14) In your opinion, what are 

the most significant factors 

affecting the adoption of E-

payment system? 

 
 

Participant 1:  Post coding, and the 

economic factor, because in the absence 

ofbanks‟rolecannotperform effectively. 

-Technical and 

System Quality 

issues. 

-Economic factors 

Participant 2: Laws that are issued from 

the state to promote this service. 

- Political support. 

Participant 3: The financial situation is 

a problem, because if the standard of 

living of the customers are high enough, 

then find better ways to do their 

transaction electronically.  

- Impact of 

standard of living. 

Participant 4: Third party who accept 

this idea, for example, the electricity 

company or any other service company 

when they think to adopt the electronic 

payment system. In my opinion, the most 

significant factor is a mixture between 

the economic and political situation. 

- Cooperation 

with Existing 

Entities. 

15) Do you think that the 

Libyan society take into 

consideration the barriers in 

adopting the E-payment 

system? 

 

Participant 1:  No, except the people 

who are educated.  

-Education level 

(knowledge) 

among people. 

Participant 2:  The society is divided 

into two layers: the educated and the 

uneducated people. The first layer who 

can consider the barriers rather others. 

-Education level 

(knowledge) 

among people. 

Participant 3:  Not all layers of society 

can consider those barriers, the educated 

people and those who have already heard 

about this system. 

 

-Education level 

(knowledge) 

among people. 

Participant 4:  It will take time, but at 

the end they will understand the 

importance of this new system. 

-Lack of 

understanding the 

system. 

16) Do you think the adoption 

of E-payment system within 

the telecommunication 

companies will contribute to 

the economic growth in Libya? 

And how? 

 

Participant 1: significantly and 

especially if the foreign companies in 

greater numbers in Libya have to be 

functioning. 

- Mutuality of 

Stakeholder 

Benefits. 

 

Participant 2: increase the incomes of 

telecommunication companies which will 

contribute to the support of the national 

economy. 

-Reliability of 

Electronic 

payment. 

Participant 3: ) for the State Yes, it will 

assist to increase the number of 

customers, then it will increases the 

income of the telecommunication 

companies , thus it would help to boost 

the country's economy. 

-Political support. 

Participant 4:if the E-payment system is 

directed toward e-government system 

then the E-payment system will 

-Technical infra-

structure.  
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contribute significantly to the economy 

of the State. 

17) Do you have anything to by 

way of adopting the E-payment 

system in Libyan context? 

 

Participant 1:  The information that 

relates to the E-payment system should 

be involved in the curriculum of 

universities and schools. 

-Awareness 

among people. 

Participant 2: Laws that facilitate the 

use of E-payment system, as well taking 

into consideration the security level and 

banking system. 

-Technical infra-

structure. 

-Laws. 

Participant 3: Supposed to raise 

awareness among the people. 

-Awareness 

among people. 

Participant 4: Great chance of 

succeeding because the other channel is 

not a barrier. 

-Trusted of EPS. 
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9.4 Appendix D: Pilot Study Customer interview 

 

Interview questions 

 

Customer interview 

 

Concepts 
1) What does the term of E-

payment system means to you? 

 

Participant 1: Pay only via internet 

from anywhere and it is the easiest and 

quickest way to ordering online. 

-Knowledge and 

background about 

EPS. 

 

Participant 2: Replace the cheque and 

the cash payment method by the 

modern electronic payment system 

through the internet. 

-Knowledge and 

back ground about 

EPS. 

 

Participant 3: Pay the money 

electronically. 

-Knowledge and 

background about 

EPS. 
2) Have you had the chance to 

use it? If yes, please 

explain, how? Or if not, 

please explain why not?  

 

Participant 1Yes, several times 

internally and externally through the 

international bank account, and 

sometimesbyfriends‟addressesor 

using the addresses of global 

companies such as DHL, FedEx in 

Libya to order online. 

-Participants‟

practice and 

experience. 

-EPS not adopted in 

Libya. 

-Post coding dos 

exist in Libya. 
Participant 2: Yes, by using Libyan 

Aman Bank cards for the purchase of 

equipment from China and I have 

received those items through my 

company‟saddress. 

-Participants‟

practice and 

experience. 

-Post coding dos 

exist in Libya. 
Participant 3:Yes, but not in Libya 

and I got my visa card abroad, which 

helped me to use this system 

 

 

 

 

 

-Participants‟

practice and 

experience. 

-Post coding dos 

exist in Libya. 

-EPS not adopted in 

Libya. 

 
3) In your opinion, what do you 

think that the 

telecommunication companies 

in Libya could do to encourage 

their customers to use E-

payment system service? Please 

explain. 

 

Participant 1: Any new application 

such as, the ISP or Libya for Telecom 

and Technology Company is the 

backbone in providing it with a suitable 

environment, because the company's 

role is to provide a place and address 
on the website. 

-Technical 

infrastructure. 

 

Participant 2: Companies must do the 

following:  

•Clarify howthesystemworks. 

•explain termstothecustomers

purchase 

•Raiseawarenessamongcustomers  

about the importance of using this 

system in order to save time and 

shorten the distance. 

-Spread awareness 

among customers. 

 

Participant 3: It is best for the 

telecommunication companies to shift 

part of the sales as much as possible 

through the Internet and then it is 

possible that the customer will deal 

-EPS not adopted in 

Libya. 
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with this service without going to the 

company personally. 

4) From the aspect of 

information technology usage 

in Libya, does the Libyan 

culture see the new 

development in this area 

positively and has it any 

influence on the adoption of E-

payment system? 

If yes, please explain, how? 

If not, please explain, why not? 

 

Participant 1: if the system is 

available with clarification on how to 

use. Then the Libyan people will adopt 

it, Many of telecommunication 

companies for example have adopted 

new services and they have not faced 

any problems. 

-Availability the 

service. 

-EPS not adopted in 

Libya. 

Participant 2: considering that the 

electronic payment is one of payment 

methods, and the Libyan people are 

conscious about the Islamic angle and 

Muslims they will understand this 

system and viewed from the Islamic 

angle in its absence of interest within 

buying and selling process. 

-Awareness about 

Islamic transaction 

process. 

Participant 3:  for the companies 

would take steps to provide awareness 

among individuals, as many customers 

are dealing with the Internet as needed, 

therefore, from my point of view there 

are no difficulties. 

 

-Awareness among 

customer. 

-Internet usage as 

needed 

5) E-payment system has some 

convenience features such 

as, any time anywhere via 

online, and how are these 

important to customers? 

Please explain. 

 

Participant 1: It provides the quick 

access tothecompany‟swebsiterather

than walking or driving to its place. 

The electronic payment system will 

facilitate the transaction procedures. 

- Accessibility. 

-Convenience. 

Participant 2: the electronic payment 

system will facilitate the payment 

process without using cash payment, 

and simply using this service at any 

time and or, any place. 

-Ease of use. 

-Convenience. 

Participant 3: These are the two 

important features: availability of time 

and place to all parties to the, which 

makes the customers use this service at 

anytime and anywhere. 

-Ease of use. 

-Saving time. 

-Convenience. 

6) In your opinion, if the E-

payment system is adopted, 

how can the telecommunication 

companies reduce resistance to 

change among customers? 

Please explain.  
 

Participant 1: As usual when any new 

technology is initiated then, there are 

some questions are raised namely; can 

Is this service be adopted? Any new 

technology initially faces criticism over 

time; there are improvements which are 

consistent with the culture of the 

Libyan people to deal with the new 

techniques. 

-Understandable the 

new technology. 

Participant 2: It is useful to know the 

reasons for the individual resistances  to 

the solution. For this kind of resistance 

is expressed through questionnaires . 

-Identifying the 

reasons of 

resistance to 

change. 
Participant 3: From my point of view 

about the new techniques, the 

resistances more or less are expressed 

depending on the spread between the 

individuals. 

-Degree of 

resistance. 
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7) In your opinion, do you think 

that the companies and their 

customers will benefit from 

adopting E-payment 

system?  

If yes, how? 

If no, why not please explain.  

 
 
 
 

Participant1: Of course, the Internet 

without applications has no value and 

the most important of these 

applications is to utilize the electronic 

payment system. 

- Perceived 

Benefits. 

Participant 2: For clients it has 

definite advantages, but for a company 

it depends on the purpose of initiating 

this service. Is it for promoting trade, 

business or service. 

- Perceived 

Benefits. 

Participant 3: for communications 

companies it will increase their revenue 

which will result from increased sales 

and customers by the use of E-payment 

system. 

- Perceived 

Benefits. 

8) If the Ease of Use and 

usefulness are both available in 

the E-payment system, then 

how the system will be 

accepted to expand in future? 

Please explain. 

 

Participant 1: 

With and time will be the system 

adopted, and it will gain reach these 

features including ease of use and 

usefulness. 

-EPS not adopted in 

Libya. 

-Understandable the 

system. 

-Acceptability. 
Participant 2: The importance of these 

factors is that system will bring more 

benefits to the companies such as 

saving of time. In my opinion, if this 

system is directed to the age group 

from 16-45 years, it will achieve the 

economic feasibility of the company 

and will be adopted in the fastest 

possible time. 

More benefits: 

-Education level. 

-Acceptability. 

 

Participant 3: This is the most 

important factor that affects the spread 

of electronic payment service. It is very 

important to utilize the ability for using 

this system ((usability)) which leads to 

increased advantages. 

 

-Usability of the 

system. 

9) Explain the role of: 

3) Co-operation in E-payment 

system adoption?  

4) Who needs to cooperate to 

make E-payment system 

work? 

 
 
 

Participant 1:Cooperation is essential 

and its role must be know the following 

facts: 

•The existence of a banking system in 

the State and the existence of any e-

banking at any time to ensure the 

adoption this system. 

•Thecustomer‟srights  to know what 

want to know do and what they want 

receive. 

•Theexistence of a third party which 

will provides this service 

•thecredibility of the stakeholder 

((entity-based electronic payment 

system)). 

2) Those who are involved with are: 

•bankingsystemoftheState,

including  credit cards or visa. 

•providingall thetechnicalissuesfrom

telecommunications companies to the 

customers. 
 

- Cooperation with 

Existing Entities. 

-Technical 

infrastructure. 

-Awareness among 

customers. 
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Participant 2: The cooperation 

between telecommunication 

companies and customers  to benefit 

from this service with their pastures in 

the religious side of transactions. 

2) Telecommunication companies that 

provide methods of protection, 

technical support and awareness . 

. 

- Cooperation with 

Existing Entities. 

-Technical 

infrastructure. 

-Awareness about 

Islamic 

transactions. 

Participant 3: It is Necessary the laws 

and regulations governing the handling 

this service are put in place. This 

legislation is not available at this time; 

This means that there are shortcomings 

on the part of the state. 

•The need for coordination between 

the service sectors in order to benefit 

from this service. 

•Infrastructure for telecommunications  

companies must rely on the education, 

awareness among customers and staff, 

and its use and reasonable prices 

structure. 

2) The customer, companies and third 

party. 

-Lack of legislation. 

-Cooperation with 

Existing Entities. 

-Technical 

infrastructure. 

 

10) Do you consider the 

Internet usage cost as a barrier 

to the adoption of E-payment 

system within your company?  

 

Participant 1: Prices using the Internet 

are reasonable to the customer who 

need website just only to pay online. 

-Cost of Internet. 

Participant 2: The level of per capita 

income plays an important role in the 

advantage of using the Internet. Price is 

sometimes considered unreasonable 

when comparisons are made. 

-Cost of Internet. 

-Standard of living. 

Participant 3: it is considered that the 

Internet prices are still high. 

-Cost of Internet. 

11) What is the political support 

between law, the politics and 

the E-payment system?  

Yes, how? 

No, why? 

Participant 1: Law for using Internet, 

online banking system. I think that the 

state gave permission to the 

authorities to adopt this system, and 

this will take time. 

-Lack of political 

support. 

 

Participant 2: Supposed that the state 

to enact laws in line with the Islamic 

religion so as to provide protection for 

the rights of individuals when they use 

this system. 

-Lack of political 

support. 

-Lack of technical 

infrastructure. 

Participant 3: assumed that the state 

do the following: 

•Enactlaws and legislation governing 

the banking 

•Theneed to support financially and 

of the Regulations by allocating part 

of the overall budget for the adoption 

of this system and training staff on 

how to use it. 

 

 

 

-Lack of training 

courses 

-Lack of 

awareness. 
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12) In your opinion, do you 

think using E-payment 

system for buying products 

is safe and secure in the 

Libyan context? Please 

explain. 

 

Participant 1:the subject of safety 

depends on the person in charge of the 

site development, as well as the hosting 

company (Libya Telecom and 

Technology Company). 

-Technical 

infrastructure. 

Participant 2At the moment, in spite 

of problems there are new modern 

methods of protection available; It is 

possible to have this system with 

greater safety and security. 

-Technical 

infrastructure. 

Participant 3: Will be secure to some 

extent. 

-Technical 

infrastructure. 
13) In your opinion, what are 

the most significant factors 

affecting the adoption of E-

payment system? 

Participant 1:  the most important 

factors are the economic and social 

side. 

-Economic and 

social side. 

Participant 2:  the economic and 

social and political side. 

- Economic and 

social and political 

side. 
Participant 3:State who are to enact 

the laws to facilitate this system. 

- Political side. 

14) Do you think that the 

Libyan society consider the 

barriers of adoption of E-

payment system positively or 

negatively? 

Participant 1: The educated people 

who understand the system think 

positively. 

-Education level. 

Participant 2: Young people aged (16-

45 years) constitute the largest segment 

in the Libyan society, as well as the 

businessmen and businesswomen who 

are interested in adopting this system. 

- Education level. 

-Experience. 

Participant 3: Yes, most segments of 

society are aware of this service. 

-Awareness among 

customer. 

15) Do you think the adoption 

of E-payment system within the 

telecommunication companies 

will contribute to the economic 

growth in Libya? And how? 

 

Participant 1:  Yes, any application 

across the Internet will contribute to 

increase the number of customers  and 

thus contribute to the lifting of the state 

economy. 

 

- Mutuality of 

Stakeholder 

Benefits. 

- Reliability of 

Electronic payment. 

 

Participant 2 Yes, it will contribute to 

the increase of corporate income by 

increasing the number of customers 

and thus will contribute to the 

economic sector of Libyan country. 

 

- Mutuality of 

Stakeholder 

Benefits. 

- Reliability of 

Electronic payment. 

 

Participant 3: There is no doubt, 

especially given that the micro-projects 

are supporting the major projects . 

When the companies adopt this new 

system it will lead to greater support to 

the national economy. 

- Mutuality of 

Stakeholder 

Benefits. 

 

16) Do you have anything to 

add to the topic of adoption of 

the E-payment system in the 

Libyan context? 

 

Participant 1:  Yes, If the electronic 

payment system is initiated it will 

encourage use of the Internet. 

 

-Availability of the 

system. 

Participant 2:understand the Islamic 

transaction process of  avoiding  

interests through the dissemination of 

Islamic awareness among the people 

- Awareness about 

Islamic transactions 

process: Interest 

free dealing  

Participant 3: The electronic payment -Economic support. 



 

318 

 

 

system will contribute to the support of 

the other service sectors and will work 

to ensure the success of sales to these 

sectors. 
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9.5 Appendix E: Examples from empirical study interview (Arabic version) 

RES87 

 ٔظبَ اٌذفغ الاٌىزشٚٔي يؼٕي ٘ٛ ؽً ِشىٍخ اٌزؼبًِ ِغ اٌضثْٛ ِجبششح ِٓ غيش اي ِشبوً (1

 لا ٌُ يغجك ٌي اٌزؼبًِ ثٗ  (2

 ٌه ثغجت اْ وضيش ِٓ اٌضثبئٓ :يزُ ثبلاري: رٛفيش ػٓ ؽشيك ِٛلغ اٌششوخ اٌخذِخ ٚر (3

 رفؼً اٌذفغ ِٓ خلاي اٌجيذ (1

رشغيغ اٌضثبئٓ ِٓ خبسط ٌيجيب ٌٍزفبػً ِغ خذِبد اٌششوبد ثذلا ِٓ اؽزىبس اٌخذِخ ػٍي ششوخ  (2

 ٚاؽذح.

 الاداسح اٌغذيذح رشغغ اٌزمٕيخ ٚثبٌزبٌي عٛف رؤصش في ِٛاظفيٙب لأٙب اداسح ِزؼٍّخ. (4

عبػخ ػٍي ِذاس الاعجٛع ٚثبٌزبٌي ٘زا اٌشغً  24فش ٌٍضثْٛ خذِخ ؽيٍخ اٌخذِخ رؼزجش ِّٙخ عذا ِّب يٛ (5

 ٚاٌىضيش يؼشف ِب٘يخ خذِخ اٌششوخ   Lyيغبػذ في دػُ أزشبس إٌطبق 

 ٚرٌه ثزمغيُ إٌبط اٌي فئزيٓ :  (6

 عضء ٌٍٕبط اٌزي رفؼً ٔمذي

 عضء ٌٍٕبط اٌزي رفؼً اٌذفغ الاٌىزشٚٔي

 

زُ وغت اٌضثْٛ ٚػٕذِب يزُ اسػبء اٌضثْٛ ٚرٛفيش اؽزيبعبرٗ يخٍك ػٕذا رزٛفش ساؽخ ٌٍضثْٛ فجزٌه ي (7

 ٔطبق عيذ ٌٍّٕبفغخ ثيٓ اٌششوبد

ثبٌٕغجخ ٌٍغبٔت اٌّبٌي: الاعؼبس ِشرفؼخ ٚثبٌزبٌي رضبصش ثّغزٛي دخً اٌضثْٛ  ٚيزُ رٌه ثزٛفيش ثطبلبد  (8

 اٌذفغ اٌّغجك ٌزغٙيً ػٍّيخ اٌذفغ 

 ظبَ اٌذفغ الاٌىزشٚٔي وّب ٘ٛ ِٛػؼ في إٌمبؽ اٌزبٌيخ:رٛػيؼ الاعجبة اٌزي رؤدي اٌي اػزّبد ٔ (9

 ( رٛفيش ٔظبَ دفغ اٌىزشٚٔي ػٍي الأزشٔذ يشزغً ِغ ِٕظِٛخ ششوبد الارظبلاد1

 ( رٛفيش ٔظبَ ؽّبيخ ٌؼٍّيبد اٌذفغ ػجش الأزشٔذ2

 عبػخ ػٍي ِذاس ايبَ الاعجٛع  24( رٛفيش ٔظبَ يشزغً ؽٛي اٌيَٛ 3

 شع اْ يزُ :( اٌزؼبْٚ ِٓ اٌّفز10

 ( داخً اٌششوخ ٌزٛفيش وشٚد خبطخ  ِٚغجمخ اٌذفغ 1

 ( الاداسح اٌزغبسيخ ثبٌششوخ 2

 ( ٔؼُ الاعؼبس ػبٌيخ ٚرؼزّذ ػٍي ِغزٛي دخً اٌفشد ٚؽغت اٌخذِخ اٌزي يؾزبعٙب اٌضث11ْٛ

 ( ػذَ ٚعٛد لٛأيٓ في اٌجلاد رغشَ اٌغشائُ الاٌىزشٚٔيخ ػجش الأزشٔذ12

 وذ اٌضمخ ثيٓ اٌضثْٛ ٚاٌؾىِٛخ دػُ اٌؾىِٛخ يؤ

 ( ٔؼُ ٕ٘بن دػُ ؽىِٛي ِٓ ؽيش رٛفيش اٌخذِخ13

( اٌضٛسح خٍمذ ثيئخ ِفزٛؽخ اِبَ اٌغّيغ ِٓ ؽيش رمذيُ اٌخذِبد ٚثبٌزبٌي اٌضٛسح غيشد ػذح عٛأت ِٕٚٙب 14

 زّغاٌغبء إٌظبَ اٌّشوضي اٌزي وبْ ِٛعٛد ٚ٘زا ِب عؼً اٌضٛسح اصشس اعزّبػيب ػٍي اثٕبء اٌّغ
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ٓ اٌؾىِٛخ شبِلا  اٌمٛٔيٓ ٚاٌٍٛائؼ اٌزي رغشَ اي خًٍ ِّىٓ اْ يؾذس اصٕبء 15 (عٛف يىْٛ ٔظبَ عيذ ِٚذػَٛ ِ

 اٌجيغ ػجش الأزشٔذ

 ( اٌغبٔت الاعزّبػي الالزظبدي اٌغيبعي16

 ( اٌّغزّغ غيش ِذسن لاعجبة اٌزي ادد اٌي ربخش اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي17

ٌٍضثْٛ ِٓ ثيزٗ ٚثبٌزبٌي رمَٛ اٌششوخ ثزٛفيش خذِخ داخً اٌجلاد ٚخبسعٗ ٚثٍزبٌي رفزؼ اِبَ ( رٛفش اٌخذِخ 18

ششوبد الارظبلاد ِيضح إٌّبفغخ  اٌزي رؤدي اٌي رؾغيٓ اٌخذِبد اٌزي يٕزظ ػٕب صيبدح دخً اٌششوبد ٚاٌزي 

 ثذٚس٘ب رؼٛد ٔفؼب ػٍي الزظبد اٌجلاد 
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RES88 

 ٍؼ يؼٕي اِىبٔيخ اٌششاء ٚاٌجيغ ػجش الأزشٔذاٌّظط (1

 ع, لانه لاتوجد هذ الخدمة في بلادي  وكذلك عدم حصولي علي بطاقات الدفلا (2

 

(ثزٛفيش الأزشٔذ ٚرغٙيً اعزؼّبٌٙب لأٙب رشغغ اٌّغزخذَ ػٍي اعزخذاَ اٌجيغ خذِبد اٌششوخ 1 (3

 ػجش الأزشٔذ .

 ٌشٛاسع ٚاٌّؤعغبدػٕٛأخ ا   delivery system(رفؼيً ٔظبَ 2

في اٌٛلذ اٌؾبي ٔؼُ )) ٌمذ شٙذد اٌششوخ رغيش في الاداسح خلاي اٌّذح اٌفبئزخ )) وً شي ثبلاٚساق   (4

ثيّٕب الاْ وً الاعشاءاد اطجؾذ ػجش الأزشٔذ (( ثمٛح اٌشجبة اٌغذد ِّىٓ اْ رذفغ ٚرشغغ ٌٍميبَ 

 ثخذِبد ِضً ٘زٖ اٌخذِخ.

 ٚاٌضثبئٓ في اي ٚلذ ِٚىبْ .يؾطُ اٌؾٛاعض ثيٓ اٌغٍؼخ ٚاٌشبسي  (5

 فشطخ اٌغشلخ ثبعزخذاَ ٔظبَ اٌذفغ الاٌىزشٚٔي الً  (6

 رشعيخ صمبفخ اٌزؼبًِ ػجش الأزشٔذ ثٕظبَ اٌذفغ الاٌىزشٚٔي  ثيٓ ِٛظفي اٌششوخ -

 رشغيغ اٌضثبئٓ ثبٌششاء ػجش الأزشٔذ -

داسح ثبػزّبد ؽشف افؼً اٌىً ِمزٕؼيٓ ثبٌفٛائذ ِٓ اعزخذاَ ٘زٖ اٌزمٕيخ ٌٚىٓ يؼزّذ ػٍي سؤيخ الا (7

 ٚرٛفيش خذِبد اٌجيغ ػجش الأزشٔذ  .

 ِغزٛي اٌّؼيشخ ٌلافشاد رضبرش ثبلاري: (8

إٌبط اٌّزؼٍّخ ُ٘ ِٓ يٙزُ ثٕظبَ اٌذفغ الاٌىزشٚٔي اوضش ِٓ غيشُ٘. ٌٚٙزا يؼزجش ِغزٛي اٌّؼيشخ ػبًِ ُِٙ في 

 اػزّبد ٘زا إٌظبَ. 

 اءاد ٔظبَ ِظشفي عيذ ٚاعلاِخ الاعش –إٌضا٘خ  (9

 companyششوخ ِضٚدي اٌخذِخ يغت اْ لارىْٛ ٕ٘بن اؽزىبس في رمذيُ اٌخذِخ فّضً ِب٘ٛ ِٛعٛد ِٓ لجً

spider Libyan – 

  –اٌؾىِٛخ  –ٚصاسح اٌّبٌيخ  لاططذاس وشٚد ثلاعزيىيخ  –اٌّظبسف   (10

 اٌّغزٍٙه -

 ٔؼُ لاْ اٌّغزخذَ يؼبٔي ثشىً وجيش ِٓ اٌشعَٛ ٚخبطخ ٌزٚي اٌذخً اٌّؾذٚد  (11

في اٌؼٙذ اٌغبثك لا يٛعذ اي دػُ ٌٚىٓ في اٌٛلذ اٌؾبٌي ٔشي ٕ٘بن ِؤششاد رذي ػٍي رٌه اٌذػُ  (12

 ِزّضلا في ِٕظِٛخ اٌّظشف ٚاٌغغً اٌّذٔي ِٕٚظِٛخ الاؽٛاي اٌّذٔيخ 

ٔؼُ فبرا ٌُ يزٛفش٘زا اٌذػُ ِٓ فجً اٌؾىِٛخ ٌٓ رؾظً اي فبئذح  دػُ اٌزؼبْٚ يزؾك ثيٓ ػّبْ  (13

فش اٌخذِخ. ة( اٌذٌٚخ , ششوخ اٌجشيذ , اٌّظبسف , اٌغٙبد اٌّغؤٌخ ػٓ الاعشاءاد ِٚظبسف رٛ

 رغٍُ اٌطشٚد

اٌٚيبد إٌبط رغيشد فٕظبَ اٌذفغ الاٌىزشٚٔي عٛف يؾذس رغيشا فؼٍيب في الاداسح ٚاٌزي ِٕؾذ افبق  (14

 ٌٍغّيغ ٌزمذيُ الافؼً 
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 يىْٛ افؼًفي اٌٛفذ اٌؾبٌي رؼزجش الأظّخ غيش إِخ ٌٚىٓ في اٌّغزمجً اػزمذ اْ  (15

 اٌغيبعي –إٌظبَ الاعزّبػي  –الالزظبديخ  –اٌفٕيخ  (16

 ٔؼُ ٚخبطخ اٌطجمخ اٌّزؼٍّخ  (17

 ٔؼُ ٌزٛفيش اٌٛلذ ٚاٌٛلذ ِٓ ر٘ت اي اْ اٌٛلذ ٌٗ صّٓ ٚرمٍيض اٌزؼبًِ ثبٌٛسق.  (18
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89RES 

 ٔزشٔذ ٌٚٗ ِيضاد ِٓ رٛفيش اٌٛلذ ٚاٌّىبْ٘ٛ ػجبسح ػٓ دفغ اٌفٛاريش اٚ اعشاء ِبٌي ػٓ ؽشيك الا (1

 لا ثغجت ػذَ ٚعٛد اٌخذِخ في ٌيجيب (2

يزُ ػٓ ؽشيك رشغيغ اٌّغزخذَ ثبعزخذاَ ٘زٖ اٌّيضح ٚرٌه ثزٛفيش ِيضاد رخزٍف ػٓ اعزخذاَ اٌذفغ  (3

 ٔمزا ٚاػطبء اٌضثْٛ ِيضاد اػبفيخ ػٕذ اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي 

 في رٛػيخ إٌبط  اعزخذاَ الاػلاْ اٌزي رغبُ٘ (4

 اخزجبس اٌخذِخ لجً رطجيمٙب ِٚؼشفخ اٌؼشاليً اٌزي يّىٓ اْ رٛاعٙٙب

ٚثبٌزبٌي ثزٛفيش  4يؼزجش اػزّبد ٘زٖ اٌخذِخ ُِٙ ثبٌٕغجخ ٌٍضثبئٓ لاْ اٌششوخ رغٍك اثٛاثٙب اٌغبػخ  (5

 عبػخ  24اٌخذِخ يغزطيغ اٌضثْٛ اْ يزؾظً ػٍي اٌخذِبد 

جيك ٘زٖ اٌخذِخ ٚثبٌزبٌي رؾذ اٌششوخ ػٍي اػزّبد اٌخذِخ ٚثٕشش رؼزّذ ػٍي ِذي دػُ اٌؾىِٛخ ٌزط (6

 اٌٛػي ثيٓ إٌبط ٚاٌميبَ ثبٌذػبيبد اٌىبفيخ.

ِبرا يمٛي اٌششع في رطجيك ٔطبَ اٌذفغ الاٌىزشٚٔي ٚثبػزجبس اْ اٌخذِخ ِٛعٛدح في اٌؼبٌُ فٍيظ ػٍي  (7

 اٌششوخ الا اطذاس لٛأيٓ ٚعيبعبد رخذَ ٔظبَ اٌذفغ الاٌىزشٚٔي 

اٌؼٛاًِ وٍٗ ِشرجطخ ِغ ثؼؼٙب  فّضلا ِغزٛي اٌزؼٍيُ فبلأغبْ اٌّزؼٍُ يغزطيغ اْ يزؾىُ في ِظبسيفٗ  (8

ثٕبء ػٍي ِغزٛي رؼٍيّٗ ٚدخٍٗ ٚثبٌزبٌي يغزطيغ اْ يمٕٓ اِٛس اٌذفغ ٚيغزفيذ ِٓ ِيضاد اٌذفغ 

 الاٌىزشٚٔي.

 وضش ِٓ اٌششوخاٌذٌٚخ ِٓ اٌؼشٚسي اْ رشعخ صمبفخ اٌذفغ لاْ اٌشخض يزك في اٌؾىِٛخ ا (9

 ٔشش اٌٛػي ثبعزخذاَ اٌٛعبئً اٌّزؼذدح

 ِشػبح اٌغبٔت الاعلاِي في رطجيك ٔظبَ اٌذفغ الاٌىزشٚٔي

اٌّظبسف  –اٌششوبد  –ٌىي يزُ اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي ِٓ اٌؼشٚسي ٚعٛد رؼبْٚ ثيٓ الافشاد  (10

 ضثبئٓاٌؾىِٛخ اٌزي رشغغ اٌششوبد ثزٛفيش اٌجٕيخ اٌزؾزيخ ٚرشغيغ اٌ –

 ٔؼُ رؼزجش ػبٌيخ لاْ رىٍفخ اٌخذِخ رؼزجش ػبٌيخ (11

اٌؾىِٛخ ِٓ اٌّفزشع رغٓ لٛأيٓ رؾّي ؽمٛق اٌّٛاؽٓ فؼٕذِب يشي اٌشخض اٌؾىِٛخ داػّخ  (12

 ٌّششٚع ٔطبَ اٌذفغ الاٌىزشٚٔي ػٕذ رٌه رضيذ سغجزٗ في اػزّبد ٘ز إٌظبَ

 ٔؼُ  (13

شثي اٌؾىِٛخ اٌغذيذح صمبفخ ٔظبَ اٌذفغ صبريش اٌضٛسح ٌيظ ٚاػؼ ِٓ اٌجذايخ فّٓ اٌّفزشع اْ ر (14

 الاٌىزشٚٔي ٚرٕشش اٌٛػي ثيٓ إٌبط

 ٌيظ ثشىً وبفي ٌؼذَ رٛفش اٌجٕيخ اٌزؾزيخ (15

 الاعزّبػي –اٌفٕي  –اٌغيبعي –اٌغبٔت الالزظبدي  (16

 لا ِبصاي اٌشؼت غيش ٚػي ثغت اْ إٌظبَ اٌغبثك ٌُ يٕشش صمبفخ الأزشٔذ ثيٓ الافشاد (17

٘ٛ اٌّغزفيذ الاٚي ِٓ ٔظبَ اٌذفغ الاٌىزشٚٔي ٚثبٌزبٌي يؼٛد فٛائذ اػزّبدٖ ػٍي ٔؼُ لطبع اٌزظبلاد  (18

 اٌذٌٚخ
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 اّ٘يخ اطذاس لٛأيٓ رذػُ ٔظبَ اٌذفغ الاٌىزشٚٔي ٚرىْٛ ٘بدفخ ٚرخذَ اٌغبٔت الاعلاِي (19
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RES90 

لاٌىزشٚٔي رىْٛ إِخ ٌٍؾفبظ ػٍي عشيخ اٌذفغ الاٌىزشٚٔي يزُ ػٓ ؽشيك ِٛالغ ِزخظظخ في اٌذفغ ا (1

 اٌّؼٍِٛبد ثبعزخذاَ ثطبلبد اٌذفغ ِضً فيضا

ثزٛفيش ػٕٛاْ فؼٍي في اي   FEDEXٔؼُ داخً ٌيجيب ثٛاعطخ ثطبلبد ِظشف الاِبْ ٚػٓ وشيك ششوخ  (2

 دٌٚخ يزُ رٛطيً اٌجؼبػخ اٌّششاح ِٚٓ رُ رٛطيٍٙب اٌي اٌضثْٛ ػجش ػٕٛاْ اٌششوخ 

اٌي ِغزخذِي اٌذفغ الاٌىزشٚٔي رىْٛ اوضش ِٓ اٌذفغ إٌمذي رشغغ إٌبط ػٍي  رٛفيش ِيضاد رؼبف (3

 اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي

 يزُ رشغيغ  اٌّٛاظفيٓ ثزٛفيش خذِبد رىْٛ ِخظظخ ٌُٙ فمؾ ٌىي يزُ اٌششاء ػجش الأزشٔذ (4

خ ٌٍششوخ ِٓ إٌبؽيخ ػٓ ؽشيك اٌذػُ اٌفٕي ٌّغزٛي ِؼيٓ ِغبٔب ٌٚٛرُ اخزيبس اٌخذِخ فبٔٙب رؼزجش ِّٙ (5

 اٌّبٌيخ ٌّب رٛفشٖ ِٓ ٚلذ ٚاخزظبس اٌّغبفبد اٌزي يٛاعٙٙب اٌضثبئٓ في غيش اٚلبد اٌؼًّ اٌشعّي

 يزُ اٌزؼبًِ ِؼُٙ ثٕشش اٌٛػي ٚالاػلأبد (6

يؼزّذ ػٍي رٛعٗ اٌششوخ ثبػزّبد٘ب ٌٕظبَ اٌذفغ الاٌىزشٚٔي فبٔٗ عٛف يمًٍ اٌّظبسيف ِٓ ٔبؽيخ  (7

ؾممٗ ٘زا اٌّششٚع ِٓ اسثبػ رؼٛد ثبٌفبئذح ػٍي اٌششوخ ِّب يغؼً طبٔؼٛا اٌمشاس اٌزغٛيك ٚوزٌه ٌّب ي

 في اٌششوخ يفىشْٚ فيٗ ٌّب ٌٗ ِٓ ِضايب ػذيذح

صبريش ِغزٛي اٌّؼيشخ يخزٍف ِٓ ِذيٕخ اٌي اخشي فّضلا في ؽشاثٍظ يخزٍف ػٓ اٌظؾشاٚيخ فبؽذ  (8

غزٛي اٌزؼٍيُ ِٚغزٛي اٌذخً  فّضلا ٌٛ اساد اٌؼٛاًِ اٌّّٙخ ٘ي ٚعٛد اٌخذِخ ٚثبٌزبٌي يزُ إٌظش في  ِ

اٌضثْٛ ششاء ِٕزظ ػجش االأزشٔذ ٚٚعذٖ الً ِب٘ٛ ػٍيٗ خبسعٙب فبٔٗ عٛف يششيٗ ثؼذ إٌظش في 

 ِغزٛي دخٍٗ اٌزي عٛف يزٕبعت ِغ ِزطٍجبرٗ. فٙىزا رٛفيش اٌخذِبد يؤصش ػٍي ِغزٛي اػزّبد اٌخذِخ.

 ؽك ٌيجيب, رؾذيذ عؼش ِٕبعت ٌٍّٛاؽٕيٓ, عٛدح اٌخذِخرٛفيش خذِخ الأزشٔذ في اوضش ػذد ِٓ ِٕب (9

 يؼزّذ اٌزؼبْٚ ػٍي دٚس اٌذٌٚخ ِٚذي دػّٙب  (10

اٌؾىِٛخ  فّٓ اٌؼشٚسي دساعخ اٌغذٚي الالزظبديخ ثبٌٕغجخ ٌٍّششٚع ِٚب٘يخ اٌفٛائذ  –اٌّظبسف  –اٌششوخ 

 اٌزي رزؾظً ػٍيٙب 

 شاءاد اٌذفغ الاٌىزشٚٔي ٚفزؼ ؽغبثبد ثشىً ِيغشاٌّظشف ٘ٛ اٌّغزفيذ الاٚي ٌّب ٌٗ ِٓ دٚس في رغٙيً اع

 الافشا د ػٕذِب رشي أٙب ٚعيٍخ ٌٍزغٛيك  عذيذح

ٔؼُ ٌٚمذ ؽبٌٚذ اٌششوخ ثؼشع ثبلبد رىْٛ ِٕبٌغجخ ٌّغزٛي دخً الافشاد ٚثبٌزبٌي رىْٛ لذ خٍمذ ؽلا  (11

 ٌغلا الاعؼبس ثبعزخذاَ الأزشٔذ

 اد ٚوزٌه لا ٕٔغي اٌغبٔت الإِي ٌٍّٛلغرفؼيً اٌمٛأيٓ ٚاٌٍٛائؼ ٌؾّبيخ ؽمٛق الافش (12

 ٔؼُ ثزٛفيش اٌضمخ ثيٓ اٌضثْٛ ٚاٌششوخ (13

اعزخذاَ الأزشٔذ ثؼذ اٌضٛسح صاد ثشىً ِظبػف ِٓ إٌبؽيخ الاعزّبػيخ ٚاطجؾذ اٌذٌٚخ ِزفزؾخ  (14

ٚلايٛعذ ثٕٛد الزظبديخ رؾّي اٌّغزٍٙه ٌٚىٓ ِٓ إٌبؽيخ اٌغيبعيخ ٕ٘بن رطٛس ٍِّٛط في رمجً إٌبط 

 ىشح ٌٛ رُ ػشػٙبٌٍف

ٌٛ اػزّذد اٌخذِخ   LTTالاْ يؼزّذ ػٍي اٌششوخ اٌزي عٛف رؼزّذ ٔظبَ اٌذفغ الاٌىزشٚٔي فّضلا ششوخ  (15
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 عٛف يىْٛ اوضش اِبْ لاْ اٌششوخ ِزخظظخ في الأزشٔذ ٚخذِبرٙب

 لا اػزمذ اْ إٌبط ػٕذُ٘ ٚػي  (16

 ِّىٓ ػٍي ِذي ثؼيذ ٚثبػزّبد ِيضأيخ ِؼيٕخ (17

 ٍّيب ٌّؼشفخ ِذي الايغبثيبد ٚاٌغٍجيبد اٌٛالؼيخ رطجيك اٌجشٔبِظ ػ (18
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 ػجبسح ػٓ ششاء ػجش الأزشٔذ اٌىزشٚٔيب (1

 ٔؼُ خبسط ٌيجيب ٌششاء رزاوش  عفش (2

 24/7رٛفيش ِضايب ٌٍضثبئٓ ٚرٌه ثزٛفيش اٌخذِبد  – (3

 اٌذػبيخ  -

 اٌزٛػيخ -

 ٌذفغ الاٌىزشٚٔييٛعذ ػٕبن رخٛف ِٓ اػزّبد ٔظبَ ا (4

 يؼزجش ِفيذ ٌششاء اٌؾبعيبد اٌزي رٛفٙش٘ب اٌششوخ في اٚلبد ثؼذ اٌذٚاَ اٌشعّي ٌؼًّ اٌششوبد (5

يؼزّذ ػٍي رٛػيخ اٌضثبئٓ ٌٍؼشٚع ِغ رطجيك ٔظبَ اٌذفغ الاٌىزشٚٔي ثظٛسح رغشيجيخ ؽزي رزؼشف  (6

 اٌششوخ ػٍي اٌّشبوً اٌزي رٛاعٗ اٌضثبئٓ

 يغت اْ رشؼش اٌضثْٛ ثبْ الاِش الزظبدي يغت اْ رشؼش اٌضثْٛ ثبلاِبْ-

 يغت اْ رمذَ ِضايب ٌششاء اٌخذِبد ػجش الأزشٔذ ثبلً ِب٘ٛ ػٍيٗ ػجش الأزشٔذ ٚالاثزؼبد ػٓ اٌزؼبًِ إٌمذي -

( ٔؼُ ػٕذِب رىْٛ اٌششوخ وجيشح ِٚغزخذِيٙب وضش فبٔٙب رىغت ٚلذ ٚرزؾظً ػٍي إٌمز ثزٛفيش ِيضح اٌششاء 7

 زا رؼًّ ػٍي صيبدح اٌضثبئٓ ِغ الا٘زّبَ ثبٌٛلذػجش الأزشٔذ ٚثٙ

 ( ٔؼُ ِغزٛي دخً اٌفشد ِٚغزٛي رؼٍيّٗ يضبصش ثّذي رمجٍٗ ٌخذِخ اٌذفغ الاٌىزشٚٔي 8

( عٌٙٛخ اعزخذاَ رؼزّذ ػٍي ِذي رٛفش اٌجٕيخ اٌزؾزيخ في وً ِىبْ فؼٕذِب رىْٛ إٌذ ِٛعٛدح في وً ِىبْ يزُ 9

 اٌذفغ الاٌىزشٚٔي في اي ٌؾؼخ.رؾفيض اٌضثْٛ ػٍي اعزخذاَ ٔظبَ 

10 )customer 

 ششوخ ِزخظظخ في ػٍّيخ اٌذفغ الاٌىزشٚٔي

ٔؼُ في ؽبٌخ ثمذ ششوخ ٌيجيب ٌلارظبلاد ِؾزىشح خذِخ رٛفيش الأزشٔذ ٚؽً ٘زٖ اٌّشىٍخ يزُ ثزٛفيش  (11

 إٌّبفغخ.

ٚٔيخ فّٓ اٌّفزشع اْ لا يٛعذ اي دػُ ؽىِٛي في ٘زا اٌّغبي فلا رٛعذ لٛأيٓ رغشَ اٌمؼبيب الاٌىزش (12

يؼشع ٔظبَ اٌذفغ الاٌىزشٚٔي  ػٍي عٙبد ِزخظظخ لايغبد ؽٍٛي ِٕبعجخ لاػزّبد ٔظبَ اٌذفغ 

 الاٌىزشٚٔيض

 الزظبديب ٌٛ سوضد اٌذٌٚخ ػٍي اٌغبٔت الالزظبدي اٌزي اسي أٗ ِٓ اُ٘ اٌؼٛاًِ اٌزي صبصشد ثبٌضٛسح (13

 ِبْ ٚاٌي الاْ لايٛعذ ٕ٘بن اي اِبْاٌششوخ اٌزي رؼزّذ خذِخ اٌذفغ ِٓ اٌّفزشع رٛفش الا (14

 securityاٌفٕيخ  (15

% ِٓ وجبس اٌغٓ  10% ِٓ اٌزيٓ يغزخذِْٛ الأزشٔذ 85اٌّغزّغ في ٌيجيب يشىً اٌشجبة فيٗ ثٕغجخ  (16

 ُ٘ غيش ٚاػيٓ ثخذِخ الأزشٔذ ٚاٌذفغ ػجش الأزشٔذ

 ْ ششاء اي يؼٕي اْ ٕ٘بن عٛف يىٛ 24/7ٔؼُ ػٕذِب رزٛفش اٌظفمبد ػجش الأزشٔذ ي  (17

 لا (18

 



 

328 

 

 

RES92 

1) It means for me that i can reach my customer in get what i want immediately. i can 

provide the service  

2) Personally, yes, it was from a stand point i used use EPS in regular to pay my bills. It 

was convenient for them as well for me. EPS a solution to avoid the headache  

3) In terms of EPS, it takes some investments from the ministry infrastructure stand 

point. There is no link between the customer and banks except bank of Aman and 

bank of e-commerce and development. The percentages of Libyan working in public 

sector are very high. The mail system and how to deliver the products it should be 

think about it how to improve the mail system as ministry. 

4) If you give me EPS we can change everything we have internet, mobile, land line, 

hosting, data centre, we have 17 products and we it’s small company and small staff 

will do allot for looking a solution to avoid a headache in 24/7 

5) From customer standpoint when they want something they need if now for example 

when you buy a product you see the advertisement in the TV. The customer want it, 

he/she get up and start his/her car and walk the place that they want.. It takes time, 

and sometimes you will find place closed, by adopting EPSP they give them more 

convince.  

6) In terms of any company.  If they adopt it, they are going for long time until they 

legalise the regulations for online transaction. It depends on the spread awareness 

among them to reduce the resistance.  

7) It is simple map. When looking to Libyan Alamadar Company, they will have more 

customers on post-paid rather than pre-payment. It is 10% of the population used the 

internet now a day. It means it will reflect to the business of those companies, such as 

Libyana, LTT... 

8) Debit card means that money in your account, the standard of living will effect on 

how much I can spend. If you consider about of standard of living, the standard of the 

quality of life will effect on the people what they need and how can they manage their 

account. 

9) -Limiting offers 

Give them a reference for buying online  they can used to get a bounce. 

Spread awareness among people. 

10) In my experience the credibility is an important factor should be consider when 

dealing with credit or debit cards companies. 

- The fear factor 
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- Banks ( the main core) 

- Third party trusted their customer 

11) Yes it is not for excuse, the availability the service, if the customer have low income 

they can’t used  

12) The government must be provided the e -service, it takes time, we are going to push 

them. There are terms and conditions everywhere when you have a debit card the 

responsibility of finance ministry and parliament to make some things clear. 

If the government does adopt EPS, the Libyan people are going to produce the service on 

line the government must look the companies’ citizen.  

13) Unrest situation affect everyone from EPS factors stand point. The revolution 

brought the new generation, new educated people, the unrest situation which we 

receive.  

14) We can sell a product abroad now a days if we adopting EPS such as , hosting we sites  

It is not secure enough system one hindered issues, it is not the system itself but if the 

people must be aware about the web which the used for transaction.  

15) Economic (banking), technical,. 

16) education people who are consider the barriers  

17) Definitely yes, it’s going to get t the money through the banks account for example, 

after liberating Tripoli from gadafi regime the cash can withdraw  is limited for every 

person from banks , if the EPS service available the people can get their products 

without any problems.  
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RES93 

 َ( دفغ اٌىزٛسٚٔي ثبعزخذاَ اػ اٌىشٚد ) فيضا اٚ ِبعزش( (1

 س( اعزخذاَ الأزشٔذ ٌششاء ثؼغ الاؽزيبعبد 

 َ( لا  (2

 ِٓ ٔبؽيخ اٌؼٕٛاْ DHLس( ٔؼُ ثبعزخذاَ ششوخ 

 ( َ(  رٛفيش الأزشٔذ3

 عؼش اعزخذاَ الأزشٔذ يؾت اْ رىْٛ ِٕبعجخ -

غُ ِٓ اعزخذاَ ػٕٛأيٓ ثؼغ اٌششوبد اٌؼبِخ (, ٔمض ثشاِظ اٌؼٕٛٔخ ) ػذَ ٚعٛد ػٕٛأيٓ ٌٍجيٛد ػٍي اٌش-

 اٌزٛػيخ ِٓ لجً ششوخ الارظبلاد

 س( رٛفيش ششوخ ٚعيطخ ٌيزُ اٌزؼبًِ ِؼب٘ب ِٓ ٔبؽيخ رٛفيش الاؽزيبعبد

 ( َ( اٌضمبفخ ربصش ثبٌزمٕيخ اٌؾذيضخ فّٓ اٌّفزشع أي وضثْٛ رزٛفش اٌؾبعبد الاعبعيخ ٌٕظبَ اٌذفغ الاٌىزشٚٔي 4

 رٛفيش ؽغبثبد ِظشفيخ ٌٍزؼبِلاد اٌّبٌيخ ِضلا دفغ فبرٛسح اٌىٙشثبء ٚاٌغبص ٚاٌجٕضيٓ  -

 ػٕذِب يزُ ٔشش٘ب شيئب فشيئب ٘ىزا يىْٛ اؽذ اٌٛعبئً ٌٕشش اٌٛػي ثيٓ الافشاد

س( اٌغيشاْ اٚ الاطذلبء اٚ اٌذٌٚخ ٌٛ ٚفشد خذِخ اٌذفغ الاٌىزشٚٔي في ٘زٖ اٌؾبٌخ اٌؼلالبد اٌشخظيخ صبصش 

 ثبعزخذاَ ٔظبَ اٌذفغ الاٌىزشٚٔي

 رٛفيش ٘زٖ اٌخذِخ ثبعزخذاَ اٌجطبلبد خبسط اٌجلاد

 ( َ( ِضلا رؼجئخ سطيذ ٌٍٙبرف في اٚلبد رىْٛ فيٙب اٌششوبد ِمفٍخ 5

 اشزشان الأزشٔذ

 فٛاريش اٌىٙشثبء ٚاٌغبص ؽزي لارٕمطغ اٌخذِخ

 س( دفغ فٛاريش اٌجيذ ِٓ وٙشثبء ٚغبص ٚأزشٔذ

 طذح اٌٙبرف اٌضبثش ٚإٌمبيرؼجئخ اس

َ( رٛفيش خذِبد ِٚيضاد ػجش الأزشٔذ ثضيبدح خذِبد اػبفيخ ِضلا اػطبء دلبئك اػبفيخ في ٔبؽيخ  (6

 اٌٙبرف إٌمبي اٚ اػطبء عبػبد اػبفيخ في اششان الأزشٔذ رىْٛ ِغبٔيخ  

 س( ٔغبي إٌبط ِب٘ي الاعجبة ٌٍشفغ؟

 اٌزشويض ػٍي ثشٔبِظ اٌزٛػيخ

 ثيٓ الافشاد ٔشش اٌضمخ

 َ( ٔؼُ يزُ الاعزفبدح ِٓ رٛفيش  (7

 خذِبد ) رٛفيش ِشاوض اٌّجيؼبد(

 ػّبٌخ 

 ٚولاء اٚ ِٕزٚثيٓ

 رٛفيش ِٕٙذعْٛ رٚ خجشح

 اٌضثْٛ يغزفيذ ِٓ ٔبؽيخ رٛفيش ِٕبفغخ ثيٓ اٌششوبد ٚلجً ٘زا وٍٗ رشوض ػٍي اٌزٛػيخ اٌزمٕيخ
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 س( ٔفظ اٌخظٛاد اٌغبثمخ 

ٖ اٌخذِخ في اٌجذايخ ثٕبءا ػٍي إٌّبؽك اٌزي يىْٛ ِؼظُ عىبٔٙب ِزؼٍّيٓ ِٚغزٛي اٌذخً (َ( يغت اػزّبد ٘ز8

 عيذ 

 الأغبْ اٌزي ِغزٛي ِؼيشزٗ سفب٘يخ يؾٛي ؽيبرٗ اٌي ٔظبَ اٌذفغ الاٌىزشٚٔي

 س( ِغزٛي اٌذخً ثبٌٕغجخ ٌلافشاد يٍؼت دٚس في اٌزؾىُ في اٌّظبسيف ٚششاء الاؽزيبعبد ػجش الأزشٔذ

 اٌؾيبح ثبٌٕغجخ ٌلافشاد يزبصش ثبػزّبد ٘زٖ اٌخذِخ ِغزٛي

 (َ( ٌٛ اْ ششوخ الارظبلاد لشسد اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي ِٚزٛفش ػٕذ٘ب وً اٌٛعبئً لاػزّبد٘ب9

 اٌضثْٛ ِٓ اٌّفزشع اْ اٌششوبد رٛفش دػبيخ

 ٔي اٌضثْٛ يؼشع ػٍي اٌششوبد ِمزشؽبد فيّب يزؼٍك ثبخزيبس ٔظبَ اٌذفغ الاٌىزشٚ

 اٌضثْٛ يمزشػ ػٍي اٌششوخ ػًّ اعزيجبْ يٛػؼ ِب٘يخ اٌؾبعيبد ِؼب٘ب

 س( ٔفظ اٌشي

 اٌٛعطبء -الافشاد–اٌششوبد  –( اٌّظبسف 10

 اٌششوبد رؼشع اٌخذِخ اٌزي يؾزبعٙب اٌضثبئٓ

 اٌّظبسف ػشٚع ٌزٛفيش اٌخذِبد ٌىغت اٌضثبئٓ

 الافشاد دٚسٖ ُِٙ ٌٛ ٌُ يىٓ ِٛعٛد ِبوبٔذ اٌخذِخ

 اٌّظبسف س(

 ( َ( ٔؼُ اٌششوخ رمذَ خذِخ أزشٔذ ػبٌيخ11

 س( 

 (اطذاس  لٛأيٓ ؽّبيخ اٌّغزٍٙه ٚلٛأيٓ اٌىزشٚٔي12

( َ( الأزشٔذ ثشىً عيذ ثؾيش عبّ٘ذ في ّٔٛ اٌغٛق في ٌيجيب ثغجت أزشبس اٌٛػي ثيٓ إٌبط ثؾيش إٌبط 13

 طبسد رجؾش ػٓ اشيبء في الأزشٔذ

 داسح ؽً الاصِبدس( ِٓ اٌّفزشع ٚعٛد ا

 (َ( لا ِبصاي الاْ اٌضثْٛ غيش ٚاػي ثبلاِٛس اٌزمٕيخ 14

 س( لا لاْ اؽيبٔب اٌجؼبػخ اٌّشزشاٖ رىْٛ لذ رؼشػذ اٌي لشطٕخ ٚرضٚيش

 (َ( الاعزّبػيخ الالزظبديخ 15

 س( اٌفٕيخ

 ( لا16

 س( لا

 ب يغبُ٘ في رخفيغ اٌؼّبٌخ ٚاٌٛولاء(َ ٔؼُ اٌشثؼ اٌزي يؼٛد ػٍي اٌششوخ ٚثبٌزبٌي يؼٛد ػٍي اٌذٌٚخ 17ِّ

 س( ٔؼُ 

( غشفخ اٌزغبسح ٚاٌزّٕيخ يغت اْ رؼٍُ ثمٛأيٓ ٘زا إٌظبَ  ٚٚصاسح الارظبلاد ِٓ اٌّفزشع اْ رجذا ثٙزٖ 18

 اٌؼجبسح
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RES94 

 ( ػٍّيخ اٌىزشٚٔيخ ٌششاء الاؽزيبعبد ػجش الأزشٔذ في وً صِبْ ٚفي وً ِىب1ْ

 ٌزي يٛاعٙٙب اٌّٛاؽٓ ٚ٘ي ِمظٛسح ػٍي سعبي الاػّبي( ٔزيغخ ٌجؼغ اٌظؼٛثبد ا2

( اٌذػبيخ ثزؼشيف اٌّٛاؽٓ ِب٘ي اٌفٛائذ اٌزي يّىٓ اْ ٔغٕيٙب ِٓ اعزخذاَ ٘ز إٌٛع ِٓ اٌذفغ الاٌىزشٚٔي ) 3

 رغذيذ اششان ػٍي الأزشٔذ + اٌخ( ِّب يٛفش ٌٍششوخ ِظبسيف ِزؼٍمخ ثبٌٕظبَ اٌغبثك

 ٔشش اٌٛػي ثيٓ اٌّٛاؽٕيٓ

 فخ اٌزخضيٓ , اٌّؼبٍِخ ِغ اٌٛويً رىٍ

 ( ٔؼُ اداسح اٌششوخ رٍؼت دٚس وجيش ثزذسيت اٌّٛاؽٕيٓ ػٍي ويفيخ اعزؼّبي إٌظبَ 4

 ٘زٖ اٌششيؾخ رؤصش ػٍي ثميخ افشاد اٌّغزّغ

( ػٕذِب يٛاعٗ اٌضثْٛ ِشىٍخ يؾبٚي اٌٍغٛء ٚالارظبي ثبٌششوخ في اي ٚلذ ٚفي اي ِىبْ.  فؼٕذِب رزٛفش 5

 ٍضثْٛ ِٓ لجً اٌششوخ اٌٛعيٍخ ٌلارظبي ِغ اٌششوخ في اي ٚلذ ٚفي اي صِٓ اٌشاؽخ ٌ

( ِٓ اٌؼشٚسي في اٌجذايخ رٛفيش اٌخذِزيٓ إٌظبَ اٌؼبدي ٚإٌظبَ الاٌىزشٚٔي اٌي اْ يزُ رىيف الاػلاَ ٚاٌذػبيخ 6

 ٚٔشش اٌٛػي

ب٘يخ اٌزىبٌيف اٌزي وبٔذ رظشف ( اٌغذٚي الالزظبديخ ِٓ اعزخذاَ ٘زا إٌظبَ يغت اْ يزُ ؽغبثٙب ٌّؼشفخ 7ِ

 ٚثبٌزبٌي فبٔٙب رٛصش ػٍي اٌمشاساد اٌزغبسيخ في اٌششوخ

( ِغزٛي اٌّؼيشخ يٍؼت دٚس وجيش في اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي فبرا وبْ دخً اٌفشد لايىفي في عذ 8

بص فؼٍي اٌؼىظ في ٌيجيب ِغزٍضِبد اٌؾيبح ٌىٓ ارا وبْ دخً اٌفشد يشجغ ؽيبرٗ فبلالزظبد ِمبَ ػٍي سغجبد الاشخ

 الالزظبد يزؾىُ في سغجبد الاشخبص ارا رُ سفغ عؼش ػٓ عٍؼخ ِب فبْ اٌّٛاؽٓ يفىش ثزغيش ؽٛي رٍه اٌغٍؼخ 

اٌؼبًِ الالزظبدي يؤصش في ؽيبح الافشاد فؼٕذِب يىْٛ دخً اٌفشد عيذ ِٚغزٛي رؼٍيّٗ ِّزبص فبْ رٌه يغؼٍٗ يزبصش 

 ثّزطٍجبد اٌؾيبح 

اٌششوخ اٌخذِبد اٌّزّضٍخ في الاري : ٔشش اٌٛػي ٚاٌذػبيخ الاعزفبدح ِٓ ششوبد ػبٌّيخ اػزّذد  (يغت اْ رٛفش9

 ٔظبَ اٌذفغ الاٌىزشٚٔي

 في خٍك اٌزؼبْٚ صُ ثؼذ رٌه يبري دٚس اٌششوخ في رٛفيش اٌخذِخ 1( اٌذٌٚخ رؼزجش اٌؾٍمخ سلُ 10

 اِبْ الافشاد رزٛفش ٌُٙ ساؽخ في اٌزفىيش ثبْ إٌمٛر ِٛعٛدح  في 

(ٔؼُ رزغيش اعؼبس اعزخذاَ الأزشٔذ فٙي ٌيغذ في ِزٕبٚي اٌغّيغ لاْ ٚػغ الاعؼبس اٌؾبٌيخ ٌُ رزُ ػٍي اعظ 11

 ػبٌّيخ اي عؼش اٌزىٍفخ لايىبفي عؼش اٌخذِخ

 يغت اْ رىْٛ الاعؼبس ِٕبعجخ ِغ عؼش اٌزىٍفخ 

 اعؼبس اعزخذاَ الأزشٔذ ٌيغذ ػبئك في ؽذ رارٙب ٚأّب اٌؼبئك الاعبعي ٘ٛ دخً اٌفشد

 (دٚس اٌذٌٚخ يغت اْ يىْٛ لبئُ 12

 ( اوضش فبئذح ٚثبٌٕغجخ ٌٍضثبئٓ 13

فجشايش  17ِٓ إٌبؽيخ اٌغيبعيخ ػٕذِب اٌمشاس فشدي وبٔذ اٌذٌٚخ في اٌغبثك لبئّخ ِٓ اعً شخض فبلاْ ثؼذ 

 فجشايش اصداد ػذد ِغزخذِي الأزشٔذ اٌي اوضش ِٓ اٌؼؼف 17اٌزمٕيخ ثؼذ  رغيشد الاِٛس
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فجشايش غيشد ِذي اٌٛػي ثيٓ الافشاد ثذٌيً اْ الافشاد اعٙذ اٌي الأزشٔذ ٚالاْ اٌششوخ عبػيخ اٌي  17صٛسح 

 اٌميبَ ثزٛفيش خؾ فبثيش ٌزٛفيش اٌّضيذ ِٓ اٌخذِبد

 ٌششوبد ٚاٌّظبسف(ِبصاي ٌؼذَ رٛفش الاِٛس اٌفٕيخ ثيٓ ا15

 ( الالزظبدي16

 ( وٍّب رؾغٓ دخً اٌّٛاؽٓ اسرمي رفىيشٖ ٚيزؼزجش اٌشؼت اٌٍيجي لاصاي غيش ٚاػي ٔزيغخ ٌٍضمبفخ1/7

( يغبُ٘ في سفغ الالزظبد في ٌيجيب لاْ ٕ٘بن ششيؾخ وجيشح ٚاػذح رغزخذَ الأزشٔذ ٚٔغجخ وجيشح ِٓ سعبي 18

 سفغ ِغزٛي اٌذفغالاػّبي ٚثبٌزبٌي عٛف يغبػذ في دػُ ٚ
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RES95 

 ( ٘ٛ ػجبسح ػٓ اعزخذاَ الأزشٔذ في اٌميبَ ثبٌذفغ1

 ( لا2

( ششوبد الارظبلاد يغت ػٍيٙب اْ رٛفش اٌجيئخ إٌّبعجخ ٌٍذفغ الاٌىزشٚٔي ٚرجذا ِجذئيب في اعزخذاَ اٌذفغ 3

 إٌبط الاٌىزشٚٔي ػجش اعزخذاَ اٌّٛثبيً ٚثبٌميبَ ثزٛػيخ

( ٔؼُ ٌُٙ دٚس ِؤصش فبرا وبٔذ الاداسح ٚاػيخ ٚفبّ٘خ ثبػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي ٚثبٌزبٌي يٍؼجٛا دٚس ِؤصش 4

 ػٍي اٌّٛاظفيٓ في اٌششوخ

( اٌغبيخ ٚاٌغشع ِٓ الاعزفبدح ِٓ اعزخذاَ اٌزمٕيخ, ٘ي رٛفيش اٌٛلذ رؼزجش ٘زٖ اٌّضايب ٘ي اٌؾٍمخ إٌبلظخ ٌىي 5

 زّبد ٘زا إٌظبَرغزفيذ ِٓ اػ

( اٌٛػغ اٌطجيؼي لاي ٔظبَ يغت اْ رؼزّذ إٌظبَ اٌغبثك ِغ إٌظبَ اٌغذيذ ٌٍذفغ الاٌىزشٚٔي صُ يزُ الاِش رذسيغيب 6

 اٌي اْ يزُ اػزّبد ٘زا إٌظبَ

 ( وششوخ يغت ِضٍٙب اي ششوخ رغبسيخ رزفُٙ اٌمشاساد اٌزغبسيخ اٌزي صؤصش في اي لشاس رغبسي ِّىٓ ربخز7ٖ

 لافشاد رميُ إٌظبَ اٌلاٌىزشٚٔي اٌغذيذ ٌٍذفغ( ا8

في اٌؼبدح اػزّبد إٌظبَ اٌذفغ الاٌىزشٚٔي يغزٙذف فئخ ِؼيٕخ ِٓ الافشاد اٌزيٓ ٌُٙ ِؼشفخ ثبلأزشٔذ ِٚغزٛي 

 رؼٍيُّٙ يىفً ٌُٙ الاعزفبدح ِٓ ٘زٖ اٌخذِخ

ٌىزشٚٔي ثطشيمخ ثغيطخ ٚإِخ اعًٙ (رٛفيش الاشيبء اٌجغيطخ اٌزي رغًٙ ػٍي اٌضثْٛ اعزخذاَ ٔظبَ اٌذفغ الا9

 ٚطٛي  ٚالً ِشبوً

 لذ رظً في ِشؽٍخ اٌي اٌزبوذ ِٓ اٌؾغبة اٌّظشفي ٌٍضثْٛ   E.auction ( ششوخ ٌيجيبٔب رشزغً ػٍي 10

 اٌّظبسف –اٌششوخ  –اٌضثبئٓ 

 اٌضثبئٓ ُ٘ اٌّغزٙذف الاٚي ٚالاخيش ٚ٘ٛ اٌزي عٛف يذفغ ِٓ اعً اٌؾظٛي ػٍي اٌخذِخ -

 ٌّشؽٍخ اٌؾبٌيخ لا ٚفي اٌّغزمجً رؼزجش اعؼبس اعزخذاَ الأزشٔذ رؼزجش ػبئك(في ا11

(ِٓ ٚعٙخ ٔظشي لشاس اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي لا يؾزبط اٌي لشاس عيبعي فّٓ اٌّفزشع ٚعٛد لٛأيٓ 12

 رغشَ اٌغشائُ الاٌىزشٚٔيخ ؽزي يشؼش اٌضثْٛ ثبْ اٌؼٍّيخ إِخ

 مه(اويذ, رٛعذ عٙخ رؼّٓ ٌه ؽ13

( يٛعذ ػذح عٛأت عٍجيخ ِٚٓ ٔبؽيخ عؾت إٌمٛر يٛعذ ٕ٘بن عمف ِؾذد ٌغؾت إٌمٛر ِٓ اٌّظشف . اِب 14

 ثؼذ الاؽذاس ٘ٛ اْ اٌششوخ رشيذ اْ رشفغ ثبٌخذِخ اٌي ِبوبٔذ ػٍيٗ في اٌغبثك فبٌٛلذ ِبصاي ٌفزؼ ثبة اٌزٕبفظ 

الارظبلاد رٛفيش وً الاؽزيبعبد اٌّزؼٍمخ ثٕظبَ ( ِٓ ٔبؽيخ اٌزمٕيخ ٔفظ اٌششوبد اٌؼبٌّيخ رغزطيغ ششوبد 15

 اٌذفغ الاٌىزشٚٔي

 ( الالزظبديخ اٌفٕيخ ٍِضِخ ثٙب عٙخ ِؼيٕخ 16

 ( غيش ػبسفٗ لاْ إٌبط ٌُ رطٍت ٘زٖ اٌخذِخ17

(ػٕذِب يغًٙ ػٍي إٌبط اٌميبَ ثٙزٖ اٌخذِخ فبْ  اٌششوبد رمَٛ ثزٛصيغ الاسثبػ ٚثبٌزبٌي رؼٛد ٘زٖ اٌخذِخ 18

 الزظبد اٌٌٛخ ٚيضيذ ِٓ دخٍٙب ػٍي 
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RES196, RES296 

 ْ( ؽشيمخ ٌٍذفغ ػجش الأزشٔذ ثؼشع ثؼغ إٌّزٛعبد (1

 َ( ؽشيمخ ٌٍذفغ ػجش الأزشٔذ

 ( َ( ٔؼُ ٌؾغض فٕذلي خبسط ٌيجيب ) يٛعذ ػٕذي ثطبلخ ائزّبْ ِظشفيخ ِٓ ِظشف الاِبْ (2

 ْ( لا   

 بؽ ِّىٓ رزؾٛي اٌي سطيذ ٌٍؾظٛي ػٍي ٔغجخ ِؼيٕخ( َ( رٛفش ٌُٙ ػشٚع اػبفيخ ثبٌؾظٛي ػٍي ٔم3

 رٛفش اٌششوخ ٌٍضثبئٓ وشٚد يزُ ِٓ خلاٌٙب رؾٛيً اٌميّخ اٌّٛعٛدح فيٗ ٌغشع اٌؾظٛي ػٍي اٌخذِخ

 اٌذػبيبد ٌزٛػيؼ اّ٘يخ اٌخذِخ 

 رٛػيؼ اٌغذٚي الالزظبديخ اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي

اعزخذاَ ٘زا إٌظبَ ٚاِىبٔيخ رؾٛيً اٌشطيذ إٌمزي اٌي ؽشيمخ رىبفي  ْ( يؼزّذ ػٍي ششوخ الارظبلاد في ويفيخ

 اٌميّخ اٌّبٌيخ ٚ٘زا يؼزّذ اٌي ثشاِظ اٌزٛػيخ 

 ( َ( ٔظبَ اٌذفغ الاٌىزشٚٔي يزُ ػٓ ؽشيك فيضا اٚ ؽغبة ِظشفي 4

 ؽّلاد رٛػيخ اٚ ِٕشٛساد  ِّب يغؼً اٌضثْٛ يمزٕغ ثبٌٕظبَ ٚثبٌزبٌي يؼزّذ اٌخذِخ 

ٛة اٌزؼبًِ ِغ اٌّٛاظفيٓ رخزٍف ػٓ اٌزؼبًِ ِغ اٌضثبئٓ ؽزي لارمغ في ػٛائك اِبِٙب ٚاٌؾً يضّضً في ْ( اعٍ

ويفيخ اعزيبس ػٍّيخ اٌشفغ ٌزٛػيؼ اّ٘يخ اعزخذاَ ٘زٖ اٌخذِخ ٚرٛشيؼ اٌؼّلاء ثبٔٗ عٛف يؾغٓ ِٓ دخً 

 اٌششوخ ٚثبٌزبٌي يؤصش ػٍي دخً اٌّٛاؽٕيٓ

ِٛعٛد فيٗ ليّخ ِبديخ فؼٕذ اٌخشٚط ٚفي ؽبٌخ اٌطٛاسي يزطٍت الاِش اٌجؾش (َ( ِٓ اٌّفزشع اْ يىْٛ ؽغبثي 5

 ػٓ ٘زٖ اٌخذِخ ٚثبٌزبٌي رغذ اْ اّ٘يخ اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي

ْ( اي فشطخ ٌٓ رؼيغ اِبَ اٌّغزخذَ ٌٚٛ اْ اٌضثْٛ يٛعذ في ؽغبثٗ ليّخ ِبديخ فبٔٗ يغزطيغ اْ يٕزٙض اٌفشص 

ٌٍزبعش يؼزجش ِفيذ ٌٗ ػٍي اٌشغُ ِٓ أٗ ِٛعٛد في اٌّؾً ٌٚىٓ خذِخ اٌجيغ رزُ ػجش اٌّزبؽخ اِبِٗ ٚثبٌٕغجخ 

 الأزشٔذ في اي ٚلذ

( َ( ؽٍّخ دػبئيخ صزّضً ثبػطبء ِضايب ػٕذ اعزخذاَ ٘زٖ اٌخذِخ ِٚٓ اٌؼشٚسي  رٛػؼ الاِٛس ثؾيش رىْٛ 6

 ٚاػؾخ ِٓ اٌجذايخص

 ي اّ٘يخ ٘زٖ اٌخذِخ اٌزؾذس ِغ اٌّٛاؽفيٓ صُ اٌزؾذس ِغ اٌّٛاظفيٓ ػٍ

 اداسح اٌششوخ رٛػؼ اثؼبد اٌّششٚع ِٚب٘ي اٌّضايب ٚاٌفؤائذ اٌزي يٛفش٘ب اٌّششٚع ٌٍّٛظفيٓ

(َ(فزؼ لٕٛاد رؾظيً ِذاخً اخشي ػٕذ اٌزؼبًِ ششوبد اٌجطبلبد)) يزُ فزؼ ؽغبة خبص ثؾيش ٔؼغ فيٗ وّيخ 7

ثبرخبد اٌمشاس ٌفزشح ِؾذٚد ٚلاثذ اْ يىْٛ اٌّٛلغ  ِٓ إٌمز ِٚٓ رُ ٔشالت اٌؾغبة (( ٚيؼزّذ ػٍي لشاس الاداسح

 pay palاوضش اِبْ ِٚضبي ػٍي رٌه 

 ْ( لاثذ اْ يزّبشي ِغ ا٘ذاف اٌششوخ ٚلشاساد اٌجضٔظ

( ْ( ٔظبَ اٌذفغ الاٌىزشٚٔي يٛفش وً الاِىبٔيبد ٌٍضثْٛ ٚيؼزّذ ػي ِغزٛي اٌزؼٍيُ ٌلافشاد ٚصمبفخ الأغبْ في 8

 ًِ ِغ ٘زٖ اٌخذِخِذي ٚػي الافشاد ٌٍزؼب

َ(  ػٍّيخ اٌذفغ الاٌىزشٚٔي عٛف يىْٛ دافغ ٌلاخشيٓ في اْ يمجٍٛا ِضً ٘زٖ اٌخذِخ ثبٌٕغجخ اٌي ٌيجيب رٛعذ ٕ٘بن 
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ٚفشد ٘زٖ اٌخذِخ في ٌيجيب ٚثزؾيذ  RMXِشىٍخ في رٛطيً اٌجؼبػٍخ ٚؽً ٘زٖ اٌّشىٍخ ٘ي رٛفيش اْ ششوخ  

 يٛعذ ٕ٘بن ششوخ اخشي اعّٙب اٌيّبِخ رٛفش ٔفظ اٌخذِخ ٚيزُ رؾذيذ عؼش اٌزٛاطيً ٚ  virtualِىبْ 

 ( وً ششوخ ػٕذ٘ب سخظخ اٌزؼبًِ ِغ إٌبط ٌجيغ الاشيبء فّب ٘ٛ ساي اٌششع9

 ِٓ ُ٘  اٌّظبسف اٌزي رمَٛ ثزٌه

 وجيغ اٌزؼبًِ ثبٌشعٛع اٌي اٌششع

 ْ( ػّبْ اٌزفبُ٘ ٚالارفبق ِغ اٌّظبسف

 ٚخبطخ اٌغبٔت الإِي ٌٙب دساعخ اٌّخبؽش ٚرغٙيض اٌجٕيخ اٌزؾيخ

10) 

 ْ( اٌّظشف ٌٍميبَ اٌزؼبِلاد اٌّبٌيخ اٌىزشٚٔيب 

 اٌّغزٍٙه 

 اٌزبعش ٘ٛ اٌزي يمَٛ ثزٛفيش اٌجؼبػخ

 ششوخ الارظبلاد ٘ي اٌزي رٛفش اٌخذِخ 

 اٌؾىِٛخ ٌٛفيش اٌغبٔت اٌمبٔٛٔي ٌؼّبْ الاعشاءاد اٌّبٌيخ ثظشيمخ إِخ

 ػبفخ اٌي ٚعيؾ يّضً في ششوخ فيضا .. اٌخ َ( ٔفظ الاشيبء اٌغبثمخ ثبلا

 ( َ( اٌششوخ2

 ْ( اٌّظبسف

 ( َ( ٔؼُ اسرفبع الاعؼبس يؼزجش ػبئك ِمبثً اٌخذِخ الاعؼبس غيش ِٕبعجخ ِغ عٛدح اٌخذِخ11

 ْ( ٔفظ اٌشي

لزخ (ْ(  اٌٛػغ اٌؾبٌي في ٌيجيب غيش ِغزمش ٚػغ اٌذػُ اٌؾىِٛي في اٌغبٌت يىْٛ غبئت لاْ اٌؾىِٛخ ِؤ12

ٚفي ؽبٌخ رٛفش الاعزمشاس اٌغيبعي يؼزّذ ػٍي اٌذعزٛس اٌزي يؾزٛي ػٍي ِٛاد ِٓ اٌّفزشع اْ رجؾش الاِٛس 

 اٌزمزيخ ٚرششع لٛأيٓ رغبػذ في اٌٍّىيخ اٌفىشيخ

 ٚيؼزّذ ػٍي لشاس اٌؾىِٛخ ثؾيش ِٓ اٌّّىٓ رٛفش خيبساد ػذيذح 

ثذٌيً أٙب ٌُ رضبصش ثبلاصِخ اٌّبٌيخ ٚاٌضٛسح عٛف رفشع َ( لجً اٌضٛسح وبٔذ اٌؾىِٛخ ِٕفظٍخ ػٓ اٌؼبٌُ ِبٌيب 

 لٛأيٓ عذيذح 

(َ(  يؼزجش اٌذػُ اٌؾىِٛي اوضش دػُ ٚيؾمك فبئذح ٚاٌذٌٚخ ِٓ اٌّفزشع اْ رذػُ خذِخ اٌذفغ الاٌىزشٚٔي 13

 ٌّغبػذح اٌّٛاؽٕيٓ ٚيغت اْ يىْٛ ِزّبشيخ ِغ خذِخ اٌؾىِٛخ الاٌىزشٚٔيخ 

 لاِٛس رغيش ِٓ غيش اٌذػُ اٌغيبعيْ( ٌيظ ثبٌؼشٚسي ِّىٓ ا

(ْ( اٌضٛسح ٘ي اٌزي رؼًّ ٚاصشس ثبٌفؼً في وً اٌؼٛاًِ ٌٚؼجذ دٚس ايغبثي في ٔشش اٌٛػي ثيٓ إٌبط ِّبصاد 14

 في ػذد ِغزخذِي الأزشٔذ 

 َ( اٌضٛسح اصشس في اٌؼٛاًِ اٌفٕيخ ٚالالزظبديخ ..... ايغبثيب في وً إٌٛاؽي

 ٌٍجطبلبد اٌخبطخ ثُٙ   internet bankingه ِيضح ٌّزبثؼخ اٌؾغبة ٚػٕذُ٘ ( َ( ِظشف الاِبْ يؼطي15

 )ْsecure and safe   اٌغبٔت اٌزمٕي ٚاٌغبٔت اٌمبٔٛٔي ِٓ اٌغبٔت ااٌزمٕي وً اٌؼبٌُ يؤوذ اْ ػٍّيخ اٌجيغ ِٓ
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 ٚاٌششاء 

 يؼزجش اوضش اِبْ

في ؽبٌخ ؽظٛي عشائُ اٌىزشٚٔيخ ٚ٘زا يغؼً  ٌٚىٓ ِٓ اٌغبٔت اٌمبٔٛٔي ويف يغزطيغ اٌّٛاؽٓ اْ يغزشعغ ٔمٛرٖ

 ِٓ اٌّٛاؽٕيٓ ػضٚف ػٍي اعزخذاَ ٔظبَ اٌذفغ الاٌىزشٚٔي 

 (َ(  اٌغيبعي ٚالالزظبدي 16

 ْ( وً اٌؼٛاًِ ػٍي ٔفظ الاّ٘يخ 

 ( ْ( اٌشؼت ٌيظ ٚاػي ثبٌّؼٛلبد لأٗ ٌيظ ثٛاػي ثخذِخ ٔظبَ اٌذفغ الاٌىزشٚٔي17

 ؾ ٚاػي ثبْ اٌخذِخ رزُ ػٓ ؽشيك الأزشٔذ ٌٚىٓ ويفيخ اػزّبد٘ب لايؼشفَ( ٚاػي لاثذ الأغبْ اٌجغي

( ْ( اويذ اٌؼبًِ اٌّششن ثيٓ اٌٍيجيٓ ٘ٛ اٌّٛثبيً ٚػٕذِب رؼشع ششوخ ِضً ٘زٖ اٌخذِخ فبْ اٌٛعيٍخ اٌزي 18

 رٍؼت دٚس في اٌزبصيش ٘ي اعزخذاَ اٌٙبرف ثٕشش اٌٛػي ثيٓ إٌبط ػجش اسعبي سعبئً 

 فزشع رٛفيش ادٚاد ٌٍزؼبًِ ِغ ٘زٖ اٌخذِخ اٌّظشف ِٓ اٌّ

 في ؽبٌخ ػذَ ٚعٛد سطيذ اٚ اعزخذاَ سطيذ اٌٙبرف  creditاٌّٛاؽٓ يغزخذَ 

ٚ رؾٛي سطيذ ِٓ ؽغبثه    e-walletٚوزٌه اعزخذاَ   mobile bankingَ( في ثؼغ اٌّظبسف رغزخذَ  

 لاعزخذاَ في ٔظبَ اٌذفغ الاٌىزشٚٔي 

 ظبلاد ػٍّذ ػٍي رششيغ ِٓ اٌميبَ ثؼٍّيخ اٌذفغ الاٌىزشٚٔيْ( ثبٌٕغجخ ٌششوبد الار
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RES99 

 اٌذفغ الاٌىزشٚٔي يضّضً في ٔظبَ اٌّذفٛػبد اٌٛؽٕي (1

ِٕظِٛخ ؽغبة اٌضثبئٓ , ٔظبَ ِؼبٌغخ اٌظىٛن اٌيب , ِٕظِٛخ ٌّؼبٌغخ اٌؾٛالاد ثيٓ فشٚع اٌّظشف ٚاٌّظبسف 

 ياٌزغبسيخ الاخش

 ٌُ اعزخذَ ٘زا إٌظبَ ٌٚىٓ ػٍي ػٍُ ثبٌّضايب ٚاٌؼيٛة (2

ٔظبَ اٌذفغ الاٌىزشٚٔي ِٓ اٌؼشٚسي يىْٛ ِذػَٛ ِٓ اٌؾىِٛخ ثزٛفيش اعبعيبد اٌجٕيخ اٌزؾزيخ ٚدػُ  (3

 اٌّظبسف في ٘ز ا اٌغبٔت

فيٙب ٌُٚ الاداسح اٌغذيذح داخً اٌمطبع اٌّظشفي رزغيش ثضيبدح اٌؼغع ِٓ اٌضثبئٓ ٚثبٌزبٌي رؤصش في ِٛاظ (4

 رٛفش اٌجيئخ إٌّبعجخ ٚالٕبع اٌّٛاؽٕيٓ ثزفؼيً ٘زا إٌظبَ

ػٕذِب يفؼً  إٌظبَ الاٌىزشٚٔي يغزظيغ اٌضثْٛ في اي ٚلذ يمَٛ ثؼٍّيخ اٌششاء حرغيش ؽشيك اخشي ٌزميُ  (5

 اٌّٛاؽفييٓ ِٓ خلاي لغُ اداسح اٌّٛاسد اٌجششيخ 

زي عؼً اٌجغبؽخ في اٌزؼبًِ ِغ اٌّظشف ٚيزُ غيبة اٌٛػي اٌّظشفي في اٌّغزّغ اٌٍيجي ٘ٛ اٌغجت اٌ (6

 اٌزغٍت ػٍي رٌه 

 ٔشش اٌٛػي 

 الاػلأبد

 ؽشيمخ اٌزخبؽت ِغ اٌضثبئٓ

 ATMرٛفيش ِبوٕيبد 

يغزطيغ اٌضثْٛ   debitػٕذ رفؼيً اٌخذِخ ثيٓ اٌّظبسف اٌّخزٍفخ ثيٓ اٌّظبسف ٚػٕذ اطذاس ثطبلبد  (7

 اْ يغزفيذ ِٓ ٘زٖ اٌخذِخ

 ٌىزشٚٔيخ يغؼً اٌضثبئٓ يزمْٛ اوضش في اٌّظبسف ٚرفؼً اٌزمخ اٌّزجبدٌخ ثيٓ اٌضثبئٓ ٚاٌّظبسف ٔظبَ اٌّمبطخ الا

ٓ إٌبؽيخ اٌزغبسيخ , اٌضثبئٓ رؾٛي ِذاخٍٙب اٌي اٌّظبسف ٚثبٌزبٌي يغزفيذ اٌّظشف ِٓ الاِٛاي اٌزي رذخً اٌيٗ  ِ 

٘زا إٌظبَ يغؼً ِٓ اٌّٛاؽٓ يجذع  ٔظبَ اٌذفغ اٌىزشٚٔي يزبصش ثّغزٛي ِؼيشخ اٌفشد ٚرٌه ػٕذِب يزفؼً (8

في شغٍٗ ٚثبٌزبٌي يزؾظً ػٍي ِضايب ِبديخ ِٚؼٕٛيخ ِّب يضيذ ِٓ دخٍٗ ٚثبٌزبٌي يغزطيغ الاعزفبدح ِٓ 

 خذِخ ٔظبَ اٌذفغ الاٌىزشٚٔي

 اٌّٛاؽٕيٓ أٛاع ِزؼٍّيٓ ِٚضمفيٓ فبٌٕبط اٌّزؼٍّخ ٚاٌّضمفخ ُ٘ اوضش فئخ في اٌّغزّغ يىٛٔٛا ِزٍٙفيٓ لاػزّبد

 ٘زٖ اٌخذِخ

 ثؼغع ِٓ اٌؾىِٛخ ثزفؼيً خذِخ الارظبلاد ف (9

 ِغ ثؼغ ِٓ إٌبؽيخ اٌفٕيخ  ATMسثؾ شجىخ 

 اٌىبدس اٌٛظيفي ٌٍغٙبص اٌّظشفي  (10

 اداسح ساغجخ في ادخبي ٔظبَ اٌذفغ الاٌىزشٚٔي  -

 اٌؾىِٛخ -

لطبع اٌزغٛيك ) رفؼيً دٚس اٌزغٛيك في اٌمطبع اٌّظشفي ػٓ ؽشيك الٕبع اٌضثبئٓ ِٓ خلاي  -
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 اٌزغٛيك(

 وبفخ اؽيبف اٌّغزّغ  (2

 اٌّزؼٍّيٓ ٚاٌّضمفيٓ –طفٛح اٌظفٛح 

 اٌؼيٛة وٍٙب ِٛعٛدح –اٌخذِخ  –ٔؼُ ِٓ ؽيش اٌزىٍفخ  (11

ػٕذِب رىْٛ ٕ٘بن اسادح عيبعيخ لارخبد اٌمشاس اٌغيبعي ػٕذِب يىْٛ ؽبصَ ٚلٛي ٚرفؼيً ٔظبَ اٌذفغ  (12

 الاٌىزشٚٔي

 ٕ٘بن فبئذح ِٓ اٌذػُ اٌؾىِٛي (13

اٌضٛسح في اٌؼذيذ ِٓ اٌؼٛاًِ ٚغيشد ػذح اِٛس ِٕٙب أفزبػ إٌبط ػٍي الأزشٔذ ٚعيبعيب  اصشس (14

اطجؾذ اٌؾىِٛخ ٚاطؾبة اٌمشاس يفىشْٚ في ِشبسيغ ِٕٙب اٌؾىِٛخ الاٌىزشٚٔيخ ٚثبٌزبٌي اٌضٛسح غيشس 

 الاِٛس اٌي الافؼً

ٌخ اػزّذ ٌٚىٓ في اٌّغزمجً ٔؾزبط ػٍّيخ اٌجيغ ٚاٌششاء ػجش الأزشٔذ غيش إِخ في اٌٛلذ اٌؾبٌي في ؽب (15

 اٌي ثذي عٙذ رمٕي

اٌؼبًِ اٌفٕي ِزٛفش ِٓ خلاي اٌخجشاد , اٌؼبًِ الالزظبدي ٌيجيب لبدسح ػٍي اٌزمذَ اٌؼبًِ الاعزّبػي  (16

 رشغت في اٌزطٛس

 اٌغيبعي ُ٘ الاُ٘ ٚ٘ٛ اٌؼبًِ اٌغبئت ٚلاثذ ِٓ ٚعٛد ٘زا اٌؼبًِ ٌزفؼيً ٘زٖ اٌخذِخ

 يخ ٘ي اٌزغٛيك لاْ فيٗ الاػلاْ ِشاوض اٌجيغ اُ٘ ؽبعخ في اٌزٛػ (17

ػٓ ؽشيك رفؼيً إٌظبَ الاٌىزشٚٔي اٌششوبد الاعٕجيخ ػٕذِب ربري ٚرشيذ الاعزضّبس فجٛعٛد ٔظبَ اٌذفغ  (18

 الاٌىزشٚٔي ٌٍذفغ يؼًّ ػٍي دفغ ػٍّيخ اٌزمذَ الالزظبديخ ٌٍجٍذ
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100RES 

ي ثبعزخذاَ ثطبلبد ِظشفيخ ثطشق ِؤلزخ ٘ذفٙب اٌشئيغي اٌزمٍيً ٘ٛ ػجبسح ػٓ اعزخذاَ اٌذفغ الاٌىزشٚٔ (1

 ِٓ اٌزؼبًِ إٌمزي

ٔؼُ فيضا ِٚبعزش اعزخذِزٗ داخً ٌيجيب ٚخبسط ٌيجيب في اٌؾغض اٌفٕذلي ِٚٓ ثؼغ ٘زٖ اٌّظبسف    (2

 ِظشف الاِبْ

 ػشٚسي ِٓ رٛفيش٘ب ثشىً ِٛعغ  (3

 رٛفيش اٌجٕيخ اٌزؾزيخ

 رٛػيخ اٌزغبس -

 رٛػيخ اٌزبِيٓ -

في ٘زٖ اٌؾبٌخ ٘زٖ اٌؾبٌخ رىزًّ اٌزٛػيخ ٕٚ٘بن ٔظبَ ٚاؽذ ِٚٛعٛد في ششوخ اٌظشافخ ٚثشىً ِؾذٚد ٌٍذفغ 

 الاٌىزشٚٔي

- EPS  ػٍي ِغزٛي اٌششوبد 

- Retail  اٌجٕيخ اٌزؾزيخ في ٌيجيب ٔبلظخ 

 اٌجٕٛن لظٛس في اٌزذسيت ٚرٛػيخ ِٛاػفيٙب -

 ٚعذد غيش ِغزخذِخ ثبٌشىً اٌىبفي لطبع الارظبلاد لارٛعذ ثٕيخ غيش وبفيخ ٚؽزي ٌٛ -

 إٌبط -

 اٌىٙشثبء ِٓ اٌؼشٚسي رٛفيش اٌىٙشثبء ؽزي لارٕمطغ  -

 رٛػيخ ٚرذسيت ٚرشغيغ ػٍي ثذي ِغٙٛد اػبفي (4

ِّٙخ عذا ٔلاؽع اصدؽبَ غيش ػبدي ثغجت ر٘بة إٌبط اٌي اٌّظبسف ٌٚٛ ٚعذد ٚعبئً اٌذفغ  (5

اٚلبد اٌذٚاَ ٚثزٛفيش اٌخذِخ عٛف رٛفش اٌٛلذ الاٌىزشٚٔي ٌٓ رؾذس اٌضؽّخ. اٌخذِخ ِزٛفشح خلاي 

 ٚعٌٙٛخ اٌزؼبًِ في ٌؾظخ

 fraudاٌشفغ ِٓ اٌضثبئٓ يزُ ِمبِٚزٗ ثزٛفيش اٌخذِخ ثشىً آِ ٚثذسؽخ ػبٌيخ ٌىي رؾذ ِٓ  (6

 ؽّبيخ لبػذح اٌجيبٔبد ٌضثبئٕٙب -

اسرفبع اٌضمخ اٌضثْٛ ػٕذِب رٛفش ٌٗ ثطبلخ اي يؾذس ٕ٘بن اي رٛاطً ثيٓ اٌضثْٛ ٚاٌّظبسف ٚرضيذ  (7

 ثيُٕٙ ِّب يغؼً ٕ٘بن سغجخ اٌضثْٛ ٌٍزؼبًِ  ِغ اٌّظبسف ثطشيمخ اٌىزشٚٔيخ ثؼيذا ػٓ اعزخذاَ اٌزّٛيً

 ِغزٛي اٌّؼيشخ ِشرجطخ ثىً ِٛاؽٓ ػٕذِب يىْٛ دخٍٗ عيذ يغزطيغ اْ يٕطُ اٌظشف (8

Debit card اي شخض يغزطيغ اي شخض اٌزؼبًِ ِؼٙب 

Credit card   ٓاٌغؾت الاعلاِي اٚ غيش الاعلاِي رؼزّذ ػٍي ٔٛػي 

 اٌّضايب رٛفش إٌمٛر في اي ٌؾؼخ 

اٌؼيٛة في اي ٌؾؼخ رغزطيغ اْ ٔغؾت ٚثبٌزبٌي رضيذ سغيخ اٌضثْٛ في عؾت الاِٛاي ِّب يغؼً اٌضثْٛ يجؾش 

 ػٍي ِظبدس دخً يزٕبعت ِغ ِظبسيفٗ

 رذسيت اٌّٛاؽٕيٓ  (9
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 رغٙيض اٌىٛادس -

 اٌجٕيخ اٌزؾزيخ -

 اٌي ٚػي ٌخذِخ عٛق رٛفش ٌٗ فٛائذ ٚيٕظُ شغٍٗ ثضيبدح ػذد اٌضثبئٓ( اٌزغبس) رؾزبط -

 رشغيغ اٌضثبئٓ ثزٛفيش ِضايب يغزطيغ اٌؾظٛي ػٍيٙب اصٕبء ػٍّيخ اٌششاء -

10) Retail   ٔظبَ اٌذفغ الاٌىزشٚٔي ػٓ ؽشيك إٌذ 

 ػٓ ؽشيك اٌجطبلبد

1) eps  ػٓ ؽشيك اٌجطبلبد ػٍّيخ اٌذفغ رجذأ ِٓ اٌزبعش اٌي 

 ِضً فيضا ِٚبعزش assure bank( 3( ِغّغ اٌجيبٔبد اٌّظشفيخ 2اٌزبعش  (1

 اٌّظبسف  (2

 اعؼبس الأزشٔذ ِشثٛؽخ ثبٌجٕيخ اٌزؾزيخ  فبعؼبس الارظبلاد رؼزجش ػبٌيخ (11

 اٌزبعش يٛفش الأزشٔذ وّجيٛرش ٚايغبس اٌخذِخ -

 ِٓ اٌّفزشع ٚعٛد دػُ عيبعي ٌٕظبَ اٌذفغ الاٌىزشٚٔي (12

ٚػًّ الاؽظبئيبد اٌزي ػٍي ػؤ٘ب يزُ رٛعيٗ اٌؼبئلاد اٌي  ِٓ ٔبؽيخ ِشالجخ اٌّشزشيبد -

 اٌزؾىُ في اٌظشف

 لٛأيٓ اٌزغبسح الاٌىزشٚٔيخ غيش ِٛعٛدح في ٌيجيب -

 ِٓ اٌّفزشع ِٓ اٌذٌٚخ ِشالجخ ؽمٛق الافشاد ِٚشاعؼخ ػمٛد اٌششاء ٚاٌجيغ -

 اٌذػُ اٌغيبعي يؼزجش اوضش فبئذح ٌىً الاؽشاف  (13

 ششوبد الارظبلاد -

 اٌجٕٛن -

اٌضٛسح اٌغذ ثشىً اٌّشوضيخ ٚاصشد ػٍي وً اٌمطبػبد ِٚٓ اٌّفزشع يغيش ِٓ اٌفغبد اٌزي وبْ ِٛعٛد  (14

 في اٌغبثك

ٚثبٌٕغجخ ٌٍجطبلبد رؼزجش ػبٌّيب ِزٛفشح ششٚؽ   secureػذَ ٚعٛد اٌخذِخ لايغزطيغ اؽذ اْ يغضَ ثبٔٗ   (15

 الآِ ثشىً ػبٌي

ن لأٗ عيٛفش رمخ في اٌّظبسف ٚثيٓ اٌضثبئٓ ٚيضيذ اٌغبٔت الالزظبدي ثشىً اّ٘يخ رضّضً في اٌجٕٛ (16

 اٌّؼبِلاد اٌزغبسيخ

لا لاْ ِؼظُ اٌّغزّغ اٌٍيجي يٍَٛ اٌّظبسف ٌٚىٓ اٌؼيت ٘ٛ ٚعٛد إٌظبَ اٌؼشٛائي في اٌغبثك اصش ػٍي  (17

 اٌّغزّغ

 اويذ يؾغٓ ِٓ اٌخذِخ ٚيؾغٓ ِٓ خذِبد اٌّظبسف (18
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 عبٌُ اٌىىٍي

 ط( ششاء ػجش الأزشٔذ ثبعزخذاَ ثطبلبد فيضا  (1

 ص( ٔفظ اٌشي

( ص( عجك ٌي اعزخذاِٗ ثبٌؾظٛي ػٍي ثطبلبد ِٓ ِظشف الاِبْ ِٚظشف اٌزغبسح ٚاٌزّٕيخ  لأٗ يؼطي 2

  transactionِيضح ِؼشفخ 

 ح ٚاٌزّٕيخط( عجك ٌي اْ اعزخذِزٗ ثبٌؾظٛي ػٍي ثطبلبد ِٓ ِظشف اٌزغبس

( ص( ػٕذي خجشح في اٌزؼبًِ ِغ ِظشف اٌزغبسح ٚاٌزّٕيخ ٚػٕذِب ٔشؼش ثزؾغيٓ اٌخذِخ ِٓ لجً اٌّظبسف 3

 في رٍه الاِٛاي رمَٛ:

 ثزٛػيخ إٌبط 

 ٚعٛد ارفبليخ ثيٓ اٌششوخ ٚاٌّظبسف ٌزٛفيش ٘زٖ اٌخذِخ 

 ط( أشبء اٌجٕيخ اٌزؾزيخ

 لاعزىّبي ػٍّيخ اٌذفغ ثزٛطيً إٌّزظرفؼيً اٌؼٕٛٔخ ثزٛفيش ػٕٛأيٓ ثشيذيخ 

 (ص( اٌزٛػيخ ٚاٌٛػي ٚالاسادح ٌزٛفيش ٘زٖ اٌخذِخ 4

 ط( ٔفظ اٌىلاَ 

( رغيش اعٍٛة ّٔظٗ ِٓ اٌىبػ اٌي اٌىزشٚٔي ٚعجت ربصيش الافشاد ثبػزّبد خذِبد عذيذح ٚثبٌزبٌي ويف اْ 5

 24/7اٌخذِخ رىْٛ ِزٛفشح في 

 رٛفيش ِضايب ِظبؽجخ ٌٍخذِخ( ػٕذ رٛفش اٌٛػي ثيٓ الافشاد 6ٚ

( ػٕذِب يزُ اػزّبد ٘زٖ اٌخذِخ رؾمك عذٚي الزظبديخ ٚرمًٍ ِظبسيف ؽجبػخ اٌضشٚاد ٚاٌزخضيٓ ٚؽّبيخ رٍه 7

 اٌىشٚد ... اٌخ ٚثبٌزبٌي اٌششوخ ػٕذِب رؼزّذ لشاس الاػزّبد فبٔٗ يٕزظ ػٕٗ ِضايب ٚفٛائذ

ٚػٕذئذ فبْ اٌشخض يٕظش ٌٙزٖ اٌخذِخ ثبٌٕغجخ ٌّغزٛي   credit( ثبٌٕغجخ ٌّؾذٚدي اٌذخً ُ٘ ِب يزؼبٍِٛا ة 8

 دخٍٗ

 ص( ِغزٛي ِؼيشخ اٌفشد يضبصش ثبٌذخً اٌزي يزؾظً ػٍيٗ

 % ػٓ وً اثذاع4ِظشف الاِبْ يبخذٚا 

 (ثزٛفيش ِٛلغ آِ 9

 ٚػي ٌٍٕبط

 خذِبد ِٚضايب ٌٍشجبة

10)customer ٓاٌّغزفذي ٛ٘ 

 اٌششوخ رؼشع ٌٍضثبئٓ اٌغٍغ

 ثزبِيٓ ػٍّيخ اٌجيغ ٚاٌششاءاٌّظشف 

 (اٌّظبسف2

 ( اعؼبس الأزشٔذ رؼزجش ِشرفؼخ شيئب ِب.11

 اطذاس اٌمٛأيٓ ٚرفؼيً اٌمٛأيٓ ٚرششيغ اٌمٛأيٓ (12
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 ٚعٛد اٌذػُ اٌغيبعي يٍؼت دٚس ُِٙ في دػُ ٔظبَ اٌذفغ الاٌىزشٚٔي( 13 

 اٌضٛسح اٌؼذيذ ِٓ الاشيبء( اٌذٌٚخ ٌٓ رىْٛ دٌٚخ إِخ رخذَ في شخض ٚاؽذ فٍمذ غيشد 14

 ( ٌيظ آِ ثبٌظٛسح اٌّطٍٛثخ ِٚٓ اٌّفزشع اخذ ِيضح اٌششوبد الاخشي15

 ( اٌفٕيخ الالزظبديخ اٌغيبعيخ الاعزّبػيخ16 

 smart phones( اٌّغزّغ ٚاػي ثذٌيً ِغزؼذ ثزمجً اي خذِخ عذيذح ِضً 17

 غغ اٌششوبد الاعٕجيخ ٚ٘ىزا يضيذ ِٓ دخً اٌذٌٚخ ( ٔؼُ ػٕذِب يزُ اػزّبد ٔظبَ اٌذفغ الاٌىزشٚٔي عٛف يش18

 ِّىٓ اْ رىْٛ اٌخذِخ ِزٛفشح في اٌفٕبدق (19
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RES102 

 يؼٕي ٌي اعٍٛة دفغ اٌىزشٚٔي ػٓ ؽشيك الأزشٔذ (1

 ٔؼُ خبسط ٌيجيب ثغجت ػذَ رٛفش اٌجٕيخ اٌزؾزيخ داخً ٌيجيب (2

 اٌٛصساء ثذا في رفؼيً الاشغبي الاٌىزشٚٔيخفي اٌٛلذ اٌؾبٌي إٌبئت الاٚي ٌشئبعخ  (3

 ِٓ اٌؼشٚسي يغت اْ رىْٛ ِزفبػٍخ ِغ اٌمطبع الاٍ٘ي ٚثٕبء لبػذح طٍجخ -

 الاعزفبدح ِٓ اٌخجشاد اٌغبثمخ -

 أزشبس اٌٛػي ثيٓ الافشاد -

 ٔشش اٌضمخ ثيٓ الافشاد -

اْ يمَٛ ٚيذفغ  ػٕذِب يزُ اػزّبد ٘زٖ اٌخذِخ فبٔٗ يؤصش ػٍي اٌخذِخ اي اْ اي ِٛظف يغزطيغ (4

 ِغزؾمبرٗ ػجش الأزشٔذ ٚثبٌزبٌي رؾبفع ػٍي اٌخذِخ

ٓ اٌّفزشع اْ الأزشٔذ ِزٛفشح في وً ِىبْ ٚثبٌزبٌي اٌخذِخ رٛفش اٌخذِخ في اي ٚلذ ِٚٓ اي ِىبْ (5 ِ 

 عجت اٌشفغ اؽيبٔب يىْٛ عججٗ اٌزخٛف ٚاٌفئخ اٌؼّشيخ (6

 ٚاٌٛػي لجً اػزّبد إٌظبَ –اٌذػبيخ  -الاػلأبد

ذ ٕ٘بن افشاد ٌٚٛ ٚعذٚا ٘زٖ اٌخذِخ اِبُِٙ عٛف يمِٛٛا ثّغبػذح اٌذٌٚخ ٚاٌؾىِٛخ في اػزّبد يٛع (7

 ٘زا إٌظبَ

 ِغزٛي دخً اٌفشد ٘ٛ ِؼيبس اٌزمذَ ٌٍشؼٛة ِٚبيزشرت ػٍيٗ ِٓ اٌّظشٚفبد (8

 اٌّغزٛي اٌزؼٍيّي ٌٗ دٚس ػٕذِب يزخشط اٌطبٌت في عٓ ِجىشح -

 طيغ اْ يمٕٓ اِٛسٖ ػٍي ِظشٚفبرٗاٌّٛاؽٓ يىٓ ٌٗ ٚػي وبف ِٓ خلاٌٗ يغز -

 رٛفيش اٌجٕيخ اٌزؾزيخ في الارظبلاد (9

 ؽشوخ اعشاءاد اٌّبٌيخ  (10

 transaction + debit + creditاٌّظشف ) ٘ٛ اٌزي يؼطي اٌّٛافمخ ٌؼٍّيخ  -

 customerاٌشخض اٌزي ػٕذٖ إٌّزظ  -

 اٌششوخ -

 (اٌجبئغ ٚاٌشبسي 2

 ( ٔؼُ الأزشٔذ اعؼبس٘ب ػبٌيخ 11

طذاس اٌمٛأيٓ ٚرفؼيً اٌمٛأيٓ ٚرششيغ اٌمٛأيٓ ٚرٕظيُ اٌزششيؼبد في اٌؾىِٛخ ٚٚصاسح الارظبلاد ٚلا ( ا12

 رٛعذ لٛأيٓ رزؼبًِ ِغ اٌزغبسح الاٌىزشٚٔيخ

رُ دػٛح اٌؾىِٛخ اٌي رغشيغ لٛأيٓ ٌؾّبيخ ؽمٛق الافشاد ٚػٕذِب يغذ اٌفشد رٍه اٌمٛأيٓ اٌزي رؾّي ؽمٛلٗ 

 ػزّبد اٌذفغ الاٌىزشٚٔيثبٌزبٌي يزشغغ ػٍي ا

 اطذاس لٛأيٓ رششيؼيخ رخض اٌزغبسح الاٌىزشٚٔيخ

 دػُ اٌؾىِٛخ ٌّضً ٘زٖ اٌّشبسيغ يغؼً اٌّٛاؽٓ يؾظ ثبلاِبْ ػٕذ اعزخذاَ ٔظبَ اٌذفغ الاٌىزشٚٔي

 الاٌىزشٚٔي اٌذفغ( ٔؼُ ٚعٛد اٌذػُ اٌغيبعي يٍؼت دٚس ُِٙ في دػُ ٔظبَ 13
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ٌّفب٘يُ ٚاٌّشبسيغ اٌّؾزىشح ِٓ لجً ششوبد ِؼيٕخ ٚػذَ فزؼ إٌّبفغخ ٚثبٌزبٌي ( اٌضٛسح عبّ٘ذ في رغيش ا14

اشؼش ثبْ اٌضٛسح عٛف صؤصش ػٍي اػزّبد اٌّشبسيغ اٌشلّيخ ٚثذٌيً ٔغجخ ِغزخذِي الأزشٔذ صاد ثؼذ اٌضٛسح  

 ٚثبٌزبٌي ٕ٘بن صٛسح في اٌّؼٍِٛبريخ

 ٚعٛد اٌّبي ػجش الأزشٔذثغت  security( في اٌٛػغ اٌشا٘ٓ ِٓ اٌؼشٚسي رٛفيش 15

 ( اٌفٕي يؼٕي اٌغشػخ ٚالاِب16ْ

 اٌغيبعي

 الاعزّبػيخ يجؾش ػٓ اٌمٍيً ِٓ الاِىبٔيبد

 (اٌّغزّغ اٌٍيجي ٚاػي ثذٌيً رؼبٍُِٙ ِغ اٌضٛسح اٌّؼٍِٛبريخ17

 (يؼٕي ٌٚىٓ ٌيظ ثبٌؼٕظش الاعبعي صٌىٕٗ يٍؼت دٚس ٚيغبُ٘ في دػُ ػٍّيخ اٌزمذ18َ

 شويض ػٍي اٌخجشاد اٌٍيجيخ ِغ الا٘زّبَ ثبٌغبٔت اٌٍيجييغت اْ يزُ اٌز (20
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RES104 

1) Electronic transaction, when the customer needs for purchase and he used a 

plastic card that has digital information related to bank information , it will enter 

the system where the system interact with provider, bank and customer 

2) Of course, yes, I used a lot a board and there are any problems i have in the state. 

Advanced technology facilitating the process of E-payment system 

3) -Provide the service in easy convince the way, 

- They have to advertise to the people and tell them and show them how the 

system work and convince. the people to buy without cash and go to adopt 

without any complication 

- They have to run the awareness to educate people through the media 

4) If the infrastructure there, we will open training centre if we implement the system 

and we make them aware about the system.  

5) They do not have in a specifically to be in the plane of company  

- Efficiency and when you need to buy some things you can do it 24/7 with 

the bank. 

- With the e-means all the facilities will be there  

6) If we implemented the system (EPS) any project we have to do it must have the 

project plane, change management plane. How to manage the change which is 

resistance that study require to know the reason of resistance. According to 

infrastructure, when we defined that the factors that make the people resist the 

system. 

7) They understand it very well there are huge of benefits. this is the money , because 

if they adopted e-means , that means minimise the cost , the only cost is how to 

develop the system 

8)  The more successful adoption of EPS in the west devolving countries, the way how 

do online transaction. All factors you name are very important the standard of 

living is related directly to the convent way of life. If I am leavening inconvenient 

way through cutting effort cutting money business means just only have pc to 

monitor their transaction. Finical status and is the main drive to adopt new 

technology such as E-payment system. 

9) Security, the most important for all transaction between website seller : 

-convince 

-Friendly they don’t aware about electronic means  

-Set transaction security protocol from my pc computer to the bank. 
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10)   1) customer, purchase and make the payment, eps provider, which is obligation for 

them  

2) The provider the servicer such as Amazon  

Payment gateway who facilitating the transaction  

Bank that collect and give it to the provider 

Credit card the bank goes through the credit card.  We have 5 stakeholders  

11) All of the stakeholder. 

12) The cost of internet access is very important for the top management need a plane to 

reduce the money and provide the service in the highest that we can. 

13) Of course, at any time the selling and buying would be dispute through third party. 

EPS has not implemented yet and the legal people will write the laws about of how the 

people can conduct their business online and how to provide privacy for people.  Of course 

as politician make sure the privacy are provided to the people, and we have a plane to 

issue the legislation to criminalize the electronic criminals. 

13) yes the political support is where everything start from the top of government who are 

can give a permit to conduct transactions, and the customer always going to the poltion to 

support them.  

14) So, the 17 revolution, the government put in their priorities on the top to make sure 

the Libyan society will be equal when comes to adopt and participate higher technology as 

whole with other societies. 

15) Right now, it is not, of course in future we will improve the system the infrastructure  

16) Security, technically   

17) Some of people ware the barrier especially highly educated people and the rest they do 

not know what the barriers are?  

18) Absolutely, there  are many foreign companies need to invest their money in Libya 

which that will be beneficial to the Libyan as a whole in specific the economic sector.  

19) no, to ground the rules as government and build infrastructure and make Libya ready 

for any transaction and now we are prepare our self to start e -Libya . 
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RES105 

 ٔظبَ دفغ يغزخذَ ٌٍزؼبًِ ػجش الأزشٔذ ٌٍميبَ ثؼٍّيبد اٌجيغ ٚاٌششاء (1

 لا (2

 اػلأبد ٔظيخ  (3

 سعبئً ٔظيخ

 اػزّبد اٌزٛػيخ ثيٓ الافشاد ػجش ٚعبئً الاػلاَ (4

 ٚاٌٛلذ ٚوزٌه ِبيٛفشٖ ِٓ اِٛاي يؼزجش ُِٙ ٌٍضثبئٓ ِٓ ٔبؽيخ رٛفيش اٌضِٓ (5

 اٌزٛػيخ ٚالاػلأبد (6

 لاثذ اْ رفُٙ الاِٛس اٌزغبسيخ لجً اْ رجذأ ثبلاػبفخ اٌي اٌٛصاسح ِٓ اٌؼشٚسي رفؼيٍٙب لأٗ يؼٛد ثبٌفبئذح (7

يؼزّذ ػٍي الزظبد اٌذٌٚخ ٌّب ٌٗ ِٓ دٚس ُِٙ في ِغزٛي اٌّؼيشخ ٌٍّٛاؽٕيٓ يضبصش ٔظبَ اٌذفغ  (8

 بْ دخٍٗ عيذ رضيذ سغجزٗ ٌٍششاء ٚوزٌه يؤصش ػٍي الزظبد اٌذٌٚخالاٌىزشٚٔي وٍّب و

 اٌزششيغ  (9

 اٌجٕيخ اٌزؾزيخ ِٓ اٌؼشٚسي رؾغيٕٙب

 سثؾ اٌّظبسف ِغ ثؼؼٙب ٚرىْٛ ِغزؼذح ٌخذِخ اٌذفغ الاٌىزشٚٔي

 ششوبد خبطخ ِضً فيضا ِٚبعزش  (10

 ِظبسف رذػُ خذِبد ثطبلبد الائزّبْ

 اٌضثبئٓ ِضً الافشاد ٚالاعٛاق

 عٙبص يٕظُ اٌؼلالبد ثيٓ وً الاوشاف يزجغ اٌي اٌؾىِٛخ

 اٌضثبئٓ

 ٌيغذ ػبئك ٌٚىٓ رؾزبط اٌي رخفيغ ِٚغزٛي اٌّؼيشخ ٌٍّٛاؽٕيٓ ِٓ اٌّّىٓ رزؾغٓ (11

 عٛس اٌؾىِٛخ يغت اْ رمذَ الزشاؽبد ٌغٙبد الاخزظبص فيّب يزؼٍك ثبٌمٛأيٓ (12

 شيٓ ػٍي اػزّبد ٔظبَ  اٌذفغ الاٌىزشٚٔيدػُ اٌؾىِٛخ يؼزجش ُِٙ ٌّب ٌٙب ِٓ فٛائذ ِّب رشغغ الاخ (13

فجشايش ؽشوذ وً اٌغٛأت في ٌيجيبٚٔؾٓ ػٍي اًِ في اْ رغبُ٘ اٌضٛسح في رطٛيش لطبع  17صٛسح  (14

 الارظبلاد ٚاؽزشاَ ساي اٌّٛاؽٓ اٌٍيجي

 اٌزمٕيخ في اٌٛلذ اٌؾبٌي لا (15

 وٍُٙ ػٍي ؽذ عٛاء (16

 ظبَ في اٌٛلذ اٌؾبٌي لايؼزجش اٌشؼت ٚاػي ثبٌطشيمخ اٌزي رغؼٍٗ يؼزّذ إٌ (17

 رغٙيً الاعشاءاد ٚرمٍيً ٔغجخ الاؽزىبس ِٓ لجً ثؼغ اٌششوبد ٚالافشاد (18
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RES106, RES107, RES108, RES109 

 ( أ( دفغ اٌفٛاريش ثطشيمخ اٌىزشٚٔيخ1

 ة( ٘ٛ ػجبسح ػٓ ٔظبَ يزُ رؾٛيً إٌمٛر ػجش الأزشٔذ 

 ط( ٘ٛ ػجبسح ػٓ اٌذفغ ػجش الأزشٔذ

 ذاَ الأزشٔذ ٌزؾٛيً اي ليّخ ٔمزيخ ػجش الأزشٔذ اٌي ِبيىبفئٙب اٌىزشٚٔيبد( اعزخ

 (أ, ة, ,ط ,د ( ٔؼُ 2

 ( يؼزّذ ػٍي إٌظبَ وٍّب وبْ إٌظبَ ثغيؾ اطجؼ ِٓ اٌغًٙ اػزّبد3ٖ

 ( اٌزٛػيخ ٚالاػلأبد1

 ٚاػلاَ اٌضثبئٓ ثّٛػذ عؾت الاِٛاي direct debit( رشغيغ اٌضثبئٓ ػٍي ػًّ 2

 صمبفخ اٌشؼت ٘ي الاداح ٌٍزؼبًِ ِغ اٌخذِبد الاٌىزشٚٔيخ لاْ اٌشؼت يزمً اي ؽبعخ فيٙب رمٕيخ ( 4

 ( اوْٛ ِشربػ في اي ٚلذ اعزطيغ اْ اػًّ رؼجئخ اٌشطيذ ٚأب في ِىبٔي 5

6 )system simple to use 

Cost of using the system 

 (ٔؼ7ُ

 زّذ ػٍي ِغزٛي اٌّؼيشخ ٌىً الافشاد ( ِغزٛي اٌّؼيشخ ٌذي الافشاد يٍؼت دٚس ٚيؼ8

 اٌّؤعغخ ) اٌششوخ(

 اٌجٕه

 اٌضثبئٓ

 (يغت اْ يىْٛ إٌظبَ ثغيؾ ٚاْ رزٛفش اٌجٕيخ اٌزؾزيخ9

 ( اٌششوخ10

 اٌؾىِٛخ

 اٌّظشف يٛفش ػٍّيخ اٌجيغ ثىشيمخ إِخ

 اٌضثبئٓ 

 اٌّظشف (2

 (ػبئك ٚرؼزجش ػبٌيخ ثبٌٕغجخ ثبٌٕغجخ ٌذخً اٌفشد 11

Reliability   ٌٍخذِخ 

لايٛعذ ٕ٘بن اي دػُ ِٓ اٌؾىِٛخ ٌٍخذِبد الاٌىزشٚٔيخ في اٌؼٙذ اٌجبئذ ِٚٓ اٌّفزشع اْ يىْٛ ٕ٘بن دػُ  )12

 ؽىِٛي  ثزفؼيً لٛأيٓ

 ( ٔؼ13ُ

( صِبَ اٌّجبدسح ػٕذ شجبة ٌيجيب اٌزي ؽشس ٌيجيب ُٚ٘ ِٓ عيٍؼت دٚس في رطٛيش اٌخذِبد في ٌيجيب ٚيٛعذ ٕ٘بن 14

 ظٛسٔب في وً اٌّغبلاد رمذَ في ر

 ِبرا رمذَ   service provider( يؼزّذ ػٍي 15
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 ( وٍُٙ 16

 الاعزّبػيخ 

 الالزظبديخ 

 (اٌّغزّغ يؼزّذ ػٍي اٌششيؾخ اٌّزؼٍّخ اٌزي رؼشف ِب٘يخ اٌّيضاد ٚاٌؼيٛة17

 time is money( ٔؼُ ِبداَ الاِش ِشثٛؽ ثبٌٛلذ ٚاٌٛلذ يغبٚي فٍٛط 18

 بَ( ثغبؽخ إٌظ 19
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9.6 Appendix F: Open coding categories (consumer perspective) 

 

 

 

 

 

 

 

Category Codes 

1) Customer‟characteristics  Knowledge 

 Customer experience 

 Customer skills 
2) Social impact  Social influence 

 Resistance to change 

 Customer awareness 

 Age 

 Education level 

 E-payment system culture 

 Customer needs 
3) Economic factors  Perceived benefits 

 Cooperation 

 Mutuality of Stakeholder 
Benefits 

 Cost of Internet 

 Standard of living 

 Commercial awareness among 
customers 

 Withdrawal of control 
 Marketing business wariness 

 Feasibility studies for E-
payment system 

 Islamic banking 

 Competition 

4) Technical concern  Security 

 Trust 

 Reliability to EPS 
 Acceptability 

 Ease of Use 

 Accessibility 

 Convenience 

 Post coding 
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9.7 Appendix G: Open coding categories (organisation perspective) 

Category Codes  
1) Staff characteristics  Knowledge 

 Staff experience 

2) social influence  Social influence 

 Resistance to change 
 Staff awareness 

 Age 

 Education level 

 Change management 

 Ease of communication between 
companies and consumers 

3) Economic factors  Perceived benefits 
 Cooperation with external entities 

 Mutuality of Stakeholder Benefits 

 Cost of Internet 

 Competition 

 Withdrawal of control  

 Islamic banking factor 

 Banking infrastructure 

 Marketing business 

 Standard of living 
4) Technical concern  Security 

 Trust 

 Reliability to EPS 

 Technical infrastructure 

 Acceptability 

 Ease of Use 

 Accessibility 

 Convenience 
 Post coding 

5) Organisational factor 
 
 
 

 Change of management 

 Availability of the service 

 Training courses 

 Availability of electricity 

6) Political issues  Instability of political situation 

 Governed by a single person  
 Cooperation between government, 

banks and telecommunication 
companies. 

 Political power 

 Legal frame work 
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9.8 Appendix H: Customer’s questions 

1) What does the term E-payment system mean to you? 

2) Have you had the opportunity to use an E-payment system? If “yes,” please

explain, how and where? 

If no, please explain why not?  

3) In your opinion, what can telecommunications companies in Libya do to 

encourage their customers to use an E-payment system service? Please explain. 

4) In your opinion, what methods must be taken into account by 

telecommunications companies/banks/governments when they are dealing with 

consumers who prefer to use a cash payment system? Please explain. 

5) HowcanLibya‟s social andculture affect the adoption of an E-payment system? 

6) What features of an E-payment system are important to you? Please explain. 

7) In your opinion, how can telecommunications companies and their customers benefit 

from adopting an E-payment system? Please explain. 

8)How can the adoption of an E-payment system by telecommunication companies 

affect standards of living in terms of the quality and availability of employment, 

income, quality of education, cost of goods, economic and political stability and others? 

Please explain. 

9) How will the E-payment system be accepted in the future? Please explain. 

10) Explain the role of: 

A) Cooperation between stakeholders and customers (Libyan individuals), 

telecommunication companies (staff and top management), banks (local Libyan 

and international banks), sellers, the Libyan government and intermediate 
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companies (e.g. Visa, MasterCard and other credit cards) in the case of an E-

payment system adopted in Libya. 

B) Who is/are the stakeholder/s expected to benefit from the adoption of an 

electronic payment system in Libya? 

11) Do you consider the prices for the use of internet access affect the adoption of an E-

payment system? Please explain. 

12) How can there be political support for legislation and policies for the adoption of an 

electronic payment system? 

13) In your opinion, how does political unrest in Libya since February 2011 affect the 

adoption of an electronic payment system in terms of political, social, economic and 

technical factors? 

14) In your opinion, do you think that when you buy products online and pay using an 

electronic payment system, it is safe and secure in the context of Libya? Please explain. 

15) In your opinion, what are the most significant factors affecting the adoption of an E-

payment system in Libya? 

16) In your opinion, according to the culture of E-payment systems, how can the Libyan 

people identify the barriers to the adoption of an E-payment system? 

17) How can the adoption of an E-payment system by telecommunications companies 

contribute to economic growth in Libya? 

18) Do you have any further comments regarding the adoption of an electronic payment 

system in Libya? 
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9.9 Appendix I: Organisation’s questions 

1) What does the term E-payment system mean to you? 

2)Haveyouhadthe chance touseit? If “yes,” please explain, how and where? 

If no, please explain why not?  

3) In your opinion, what can the telecommunications companies/banks/governments in 

Libya do to encourage the use of an E-payment system service? Please explain. 

4) In your opinion, how can management within telecommunication 

companies/banks/government influence their staff toward adopting an E-payment 

system? 

5) What features of an E-payment system are important to you? Please explain. 

6) In your opinion, what kind of methods must be taken into account by 

telecommunications companies/banks / government when dealing with consumers who 

prefer to use a cash payment system? Please explain. 

7) In your opinion, what are the factors that could assist the management of 

telecommunications companies / banks / government to adopt an electronic payment 

system? Please explain. 

8) How can the adoption of an E-payment system by telecommunications companies / 

banks / government affect the standard of living in terms of quality and availability of 

employment, income, quality of education, cost of goods, economic and political 

stability and others? Please explain? 

9) What steps can the company consider to ensure the E-payment system is accepted? 
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10) Explain the role of: 

1) Cooperation among stakeholders in the case of an E-payment system adopted in 

Libya. 

3) Who is/are the stakeholder/s that expected to receive benefits from the adoption of an 

electronic payment system in Libya? 

11) How does the cost of Internet access affect E-payment system adoption in Libya? 

Please explain. 

12) Explain the role of the government in the adoption of an electronic payment system 

process? 

13) In your opinion, how does political unrest in Libya since February 2011 affect the 

adoption of an electronic payment system in terms of political, social, economic and 

technical factors? 

14) How can government support become beneficial to telecommunications companies / 

banks for the adoption of an electronic payment system? 

15) In your opinion, do you think that when telecommunications companies buy their 

products online and pay using electronic payments, it is safe and secure in the context of 

Libya? Please explain. 

16) In your opinion, what are the most significant factors that affect the adoption of an 

E-payment system by telecommunication companies in Tripoli-Libya? 
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17) In your opinion, according to the culture of an E-payment system, how can 

telecommunications staff / banks / government consider the barriers to adoption of an E-

payment system? 

18) How can the adoption of an E-payment system within telecommunication 

companies enable Libyan people to take more control of their online transactions, and 

how can the adoption of an E-payment system within telecommunication companies 

contribute to economic growth in Libya? 

 19) Do you have any further comments regarding the adoption of an electronic payment 

system in Libya? 
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9.10 Appendix J: Theoretical explanation 

9.10.1 Introduction  

In this chapter, further explanations will be offered to obtain greater understanding of 

the emerged theory from the Libyan context. To achieve this, theoretical aspects in 

relation to factors affecting the E-payment systems as discussed in the following section 

and subsections will help to understand the findings of the current research. This section 

is divided into two main subsections; the first section will explain the nature of various 

kinds of theories used in information systems which are classified into five categories 

based on the objective of each of them, while the second subsection will explain the 

theory that is used for the explanation of more findings. 

9.10.2 Theoretical aspects in relation to factors affecting the E-payment systems 

This section provides a theoretical background regarding the adoption of EPS. There are 

various kinds of theories used in information systems. They are classified into five 

categories based on the objective of each of them: Theory for Analyzing, Theory for 

Explaining, Theory for Predicting, Theory for Explaining and Predicting and Theory for 

Design and Action (McKelvey, 1982; Doty and Glick 1994; Iivari et al., 2006; cited in 

Shirley 2006). However, 

Currie (2009, p.66) claimed that most research on information systems has focused on 

individuals and organisational level. Based on that, the researcher argues that the 

theoretical aspects could help to understand and explain human behaviour, perspective 

and attitude towards the adoption of EPS.  

The identified factors that were discussed in section 2.8 have an influence upon the 

participants‟ perspective, attitude and the decision to accept such systems (Ozkan et al., 
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2009). Therefore, there are many theories that may explain the impact of economic, 

political, social and technical factors on the adoption of EPS, such as the following: 

Firstly, theories of behaviour: the participants‟ behaviour can be explained by theories 

of behaviour which are classified under Explaining and Predicting theories, such as, 

Theory of Reasoned Action TRA (Fishbein and Ajzen, 1975), Theory of Planned 

Behaviour (TPB) is an extension of TRA (Manstead and Eekelen, 1998) and subsequent 

Technology Acceptance Model (TAM) (Davis, 1989; Bagozzi et al., 1992). Theories of 

behaviour aim to understand, explain or predict how, why and what individuals or 

organisations will adopt as regards new technology (Friedman 1974; Nagel 1979; 

Ajzen, 1980; Achinstein 1983; Davis, 1989; Mayes 2004).  

Secondly, organisation theory is utilized for identifying common issues for the objective 

of solving problems, maximizing productivity and efficiency and fulfilling the 

requirements of the stakeholder (Hatch and Cunliffe, 2006). It is closely linked to 

people‟s behaviour within organisations and how they act and behave (Robbins and

Judge, 2011). It is classified into three categories (Daft and Armstrong, 2009;Tsoukas, 

and Knudsen, 2003). Firstly, the classical perspective, which emerged from notions of 

efficiency from the Industrial Revolution. Secondly, the neoclassical perspective, which 

emphasised the socio-psychological aspects of human behaviour within organizations. 

Thirdly, the contingency theory, which is the behavioural theory that can organize a 

corporation or lead a company, or make decisions. The best organization or decision 

making style depends upon various internal and external factors. 

Thirdly, economic theories broadly fall under two categories (Wadley, 2011)..Firstly, 

micro-economic theories, which deal with a low level of economic activity, such as a 
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market for a particular product, or the behaviour of individuals within a particular 

industry. Secondly, macro-economic theories, which are concerned with studies at a 

national level. It prescribes policy which is based on the study of behaviour of the 

important key variables of theories such as output or income, unemployment rate, 

inflation rate and interest rate (Becker, 2007; Roycroft and Siriwan, 2003).    

Fourthly, political theory; it is clarified and defined as a discipline to explain and justify 

the role of power in society (Azab et al., 2009; Marsh and Stoker, 2010). It outlines the 

balance of power between government and individuals (Kelly, 2006). Essentially, power 

lies where the resources are, such as, personal, economic, moral, etc (Vatiero, 2009; 

Boucher and Kelly, 2003).  

Fifthly, social theory; (John and Willcocks, 2004, p.9) asserted that any theory about 

human individuals is asocial theory. It would more be appropriate, they said,  to discuss 

extra-individual entities, such as cultures and social structure rather than individuals 

themselves. Social theory can be defined as scientific methods of thinking about social 

life (Harrington, 2005). In other words, it evaluates how societies change and develop 

by using methods of explaining social behaviour, power, social structure, religion, 

gender and other aspects of social life.  

Having discussed the theoretical background regarding the investigation of factors 

affecting the adoption EPS and given a wide range of theories that may be used for 

explaining further interpretation of data, via the use one or more appropriate theory to 

strengthen the level of academic research and theory application, it is subsequently 

appropriate to highlight the theory to be used for the purpose of the current research.    
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9.10.3 Diffusion of innovations theory (DOI) and its justification for selection for 

further theoretical explanation 

The events that exceed the level of early knowledge with regard to new services, new 

systems, products, or innovations in order to obtain/achieve a positive or negative 

attitude, accordingly leads people to decide whether to adopt or reject such new 

systems/services  (Rogers, 1983). In actual fact, diffusion and adoption are two strongly 

linked procedures (Norazah, 2006). Thus, in the basic theoretical constructs on 

dissemination and adoption, researchers often concentrate on customer perceptions, 

acceptance, predicted behaviour, and finally the adoption of innovation. 

Usually, the spread of Rogers's innovation is one of the important theoretical models 

applied in studies of behaviour prediction in divergent areas of social sciences. Anuar et 

al., (2012A) argued that the Innovation Diffusion model provides the ability of 

scientists to investigate new ways of  innovating or producing, or the acceptance of new 

services/systems between different groups of individuals, while Rogers has identified, 

in the 5th edition of his book, more than 5,200 studies that link to the adoption of new  

innovations, products, and systems (Hernandez et al., 2009).The adoption is the process 

by which an innovation, a new service, a new system, or a new product  is accepted  is 

through the level of people's awareness (Rogers, 2003). 

As is explained above, many theories are used in IS research. The researcher is 

interested only in theories about technology adoption. Therefore, the commonly used 

theories are the technology acceptance model (TAM) (Davis 1986, Davis 1989, Davis et 

al., 1989), the theory of planned behaviour (TPB) (Ajzen 1985, Ajzen 1991), the unified 

theory of acceptance and the use of technology (UTAUT) (Venkatesh et al., 2003), DOI 

(Rogers 1995), and the TOE framework (Tornatzky and Fleischer 1990). DOI is used in 
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this research to explain more findings, because it is a theory of how, why, and at what 

rate new idea, new services, new systems and new technologies are spread and accepted 

through society, operating at both individual and organisational levels. Rogers, (1995) 

stressed that innovations and new services can be seen through the DOI theory as being 

linked via certain channels over time and within specific social systems. 

Rogers (2005) affirmed that central to the DOI theory is the process of individuals‟

experience. This involves five stages of accepting a new innovation: knowledge, 

persuasion, decision, implementation, and confirmation, as shown in Figure 9-1. If the 

innovation is adopted/accepted, it spreads via a variety of communication channels. 

During communication, the idea is rarely assessed from a scientific standpoint; rather, 

subjective awareness/perceptions of the innovation affect diffusion. The process will 

take place over time. Finally, social systems determine diffusion, types of innovation 

decisions, norms on diffusion, roles of opinion leaders, and innovation consequences. 

 

 

Figure  9-1 The 5 Stages in the Innovation-Decision Process  

(Source: Rogers, 2003) 

 



 

363 

 

 

Individuals usually do have different levels of willingness to adopt/accept new systems, 

innovations and new services, and thus it is normally seen that a segment of society will 

adopt an innovation over time (Rogers, 1995, 2003). To add further theoretical 

explanation, Rogers‟ diffusion of innovations theory,(1995, 2003), has been extensively 

established as a powerful tool to explain the adoption of a variety of financial 

techniques and mobile technologies, including electronic payments (Szmigin & Bourne, 

1999), mobile commerce (Teo & Pok, 2003), and mobile banking (M. S. Y. Lee et al., 

2003). In particular, the relative advantages, complexity, and compatibility constructs 

have provided the most consistent interpretation of the decision to adopt the technology 

(Tornatzky & Klein, 1982) and are therefore considered as valid predictors for the 

adoption of E-payment adoption as well. Nevertheless, the research has suggested that 

only the relative advantages, compatibility, and complexity are consistently related to 

innovation adoption (Rogers, 2003). Relative advantage is similar to the benefit seen, 

while complexity is similar to the perceived ease of use. Compatibility is the degree to 

which the innovation is seen to be consistent with the values of current and potential 

users of previous methods, and their needs. High compatibility will lead to successful 

adoption (diffusion and payment). 

The Diffusion of Innovation Theory offers a framework for studying a phenomenon in 

its wider context. This research aims to explore and investigate the factors that influence 

the adoption of the E-payment system, the interrelationship between these factors and 

their impacts on each other, as well as the influences potentially leading to the 

adaptation of EPS in Libya by applying Roger‟s framework to explain them. This will 

be considered below. This is because DOI is an inclusive theory, comprising large 
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numbers of theories, with each one focusing on a different component to the innovation 

process. 

According to Rogers (2003), adoption is a decision to make “full use of an innovation

as the best course of action available” and rejection is a decision “not to adopt an

innovation” (p. 177). Rogers defines diffusion as “the process in which an innovation is

communicated thorough certain channels over time among the members of a social 

system” (p.5). As articulated in this definition, innovation, communication channels,

time, and social systems are the four components of the diffusion of innovations.  

Having discussed in detailed the theoretical aspects in relation to factors affecting the E-

payment systems, and justified the proposed use of the DOI theory, the following sub-

sections describe these four elements: innovation, communication channels, time and 

social systems in more detail.  

9.10.4 Innovation 

Rogers offered the following description of an innovation: “An innovation is an idea,

practice, or project that is perceived as new by an individual or other unit of adoption.”

(Rogers, 2003, p. 12). Rogers (1995) stated that an innovation may have been presented 

as a new idea, which leads individuals to perceive it as such. The innovation features of 

an adoption are more related to the knowledge, persuasion, and decision of the 

innovation-decision process (Rogers 1995). Uncertainty is a significant obstacle to the 

adoption of innovations. Consequences of innovation have created a state of 

uncertainty, “Consequences are the changes that occur in an individual or a social

system as a result of the adoption or rejection of an innovation” (Rogers, 2003, p. 436).

To reduce uncertainty in the adoption of innovation, individuals should be aware of all 
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its consequences in regard to advantages and disadvantages. Furthermore, Rogers 

declared that the consequences can be classified as functional or dysfunctional, direct 

versus indirect (immediate result or a result of an immediate result), and the expected 

and intended versus the unexpected. Rogers (1995) argued that there are four most 

important theories that deal with the diffusion of innovations. These are the innovation-

decision process theory, the individual innovativeness theory, the rate of adoption 

theory, and the theory of perceived attributes.  

The following sub-sections explain these four theories that deal with diffusion of 

innovations, followed by the justification of the selected theory for the purpose of this 

research, as explained in section 1.4.4.  

9.10.4.1 The Innovation-Decision Process Theory 

The theory of the innovation process is the basis for the decision on time and it consists 

of five distinct phases. Firstly, the phase of knowledge, in which the potential adopters 

must be the first to know the innovation. Secondly, the adopters must be convinced of 

the benefits of innovation. Thirdly, the adopters must decide to adopt the innovation. 

Fourthly, once the adopters adopt the innovation, they have to implement it. Fifthly, 

they must be assured that their decision is suitable. Diffusion depends upon these phases 

being attained (Rogers, 1995). 

9.10.4.2 Individual Innovativeness Theory 

Rogers gave the motivation for a number of studies in terms of innovation and 

individual creativity (Yi and Park, 2010; Kilicer and Odabasi, 2010; Yuan and 

Woodman, 2010; Brandon, 2008; Bailey and Nolan, 2008; Van De Vliert and West, 

2004). Individual innovativeness is defined as improving, adopting/implementing an 
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innovation (Yuan and Woodman, 2010). Rogers (2003) declares that individual 

innovativeness theory explains why individuals adopt a new technology sooner than 

others, and why the new information within the social system is processed by adopters. 

Rogers stated that the Individual innovativeness theory is based on five categories; the 

innovators, the early adopters, the early majority, the late majority of adopters, and 

finally laggards, as is explained in Figure 9.2. There are a number of contextual factors, 

and some impressive results on the resolutions adopted towards adapting to innovation. 

There are likely to be some perceptions about the new technology that have been met in 

individuals in certain social environments. These perceptions are very important in 

terms of innovation. It is considered that individuals have different degrees of 

adaptation to innovation. In general, it is expected to be an almost normal distribution 

(Jackson, Yi and Park, 2010). 

9.10.4.3 Rate of adoption theory 

The rate of adoption is the relative speed of innovation that has been adopted by 

members of the social system. It is usually measured as some individuals who adopt 

new idea in a certain period of time, such as a year, a month, etc. As the number of 

people using the technology increases, the public becomes more aware of it and thus the 

rate of adoption increases until the adoption of technology is in common use, and the 

market will be in saturation status. At this point, the number of adoptions goes down, as 

new categories of consumers are less and less available. 

9.10.4.4 Theory of perceived attributes 

The researcher selected the theory of perceived attributes for the purpose of giving more 

explanation because this theory is based on the idea that individuals will adopt an 

innovation/new system if they perceive that it will add value, is easy to use and well-
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suited to their existing infrastructures (Bradford, 2001). It is recommended that relative 

advantage, compatibility, and ease of use are most closely related to adoption decision 

(Lemuria and Belanger, 2005). In addition, the use of an innovation is enhanced insofar 

as consumers perceive it as useful. Perceived usefulness is a vital component because it 

determines whether the perceived ease of use will lead to increased use of the 

product/new system and the level of market diffusion (Kent et al., 2004). In addition to 

the above, Almobarraz, Abdullah, (2007) stated that the characteristics of innovation, as 

perceived by consumers, predicted innovation adoption. The Diffusion of Innovation 

theory explains adoption according to the perceived attributes of innovation, and the 

social system in which the innovation/new system is diffused, communication channels, 

and the length of time that the innovation has been around (Rogers, 2003). According to 

DOI, there are five innovation attributes that contribute to its allure, which are: 

perceived relative advantage, perceived complexity, perceived compatibility, trialability 

and observibility. 

9.10.4.4.1 Relative advantage  

Rogers (2003) defined relative advantage as “the degree to which an innovation is

perceived as being better than the idea it supersedes” (p. 229). Thedegreeof perceived

the relative advantage of adoption of EPS in the Libyan context among consumers is 

comprised of the first attribute of the element of diffusion process. 

The researcher went back to the current research findings and discovered that the 

Libyan people are either consumers or organisational concerns about the availability of 

EPS. This is due to the lack of availability of E-means, in particular EPS, in Libya and 

especially Libyan telecommunication companies. In addition, this reduces Libyan 

people‟s chances of increasing their dealing experience with Internet services. So they
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will be less interested in the adoption of EPS as a method for purchasing products/goods 

via the Internet. The current research found, and literature affirms this, in regard to the 

availability of EPS. Transactions via the Internet could assist telecommunication 

companies to increase their production by ensuring timely availability of components 

from suppliers, and to create more transparent prices or the ability to find out the actual 

prices in the market (Laudon & Traver, 2002). The availability of the service, and the 

appropriate functioning of the companies will depend on the availability and successful 

operation of the payment infrastructure, (Medvinsky and Neuman, 1993, 1995). 

In addition, the findings of the current research support the inclusion of perceived 

benefits which significantly improve the predication about the telecommunication 

companies' intention to adopt such a system in future. The research conducted in 2009 

by Lee (2009) and Zhe et al., (2006) confirmed that perceived benefits extensively 

affects the adoption of Internet transactions. 

The lack of communication between consumers and telecommunications staff is due to 

the lack of convergent interests between them. For example, to know consumers‟ needs,

it is necessary to avoid poor quality communication. The existence of this kind of poor 

communication is attributed to staff being unaware of the importance of communication 

a significant issue that leads to consumer satisfaction and willingness to ask for more 

Internet applications, such as the availability of E-payment services within 

telecommunications web sites. This defective communication has influenced staff skills, 

which are an essential condition of successful online payment services. 

The better the perceived relative advantages of an innovation, the greater the speed of 

adoption in terms of flexibility and ease of use should be. It should be considered as a 

business need to make EPS easier, more accurate and faster, compared to traditional 
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cash payment. Government responsibilities towards the acceptance of new technologies, 

such as EPS (Seema et al., 2012; Sumanjeet, 2009) also need to be considered. As 

mentioned by one of the decision makers in one of the mobile phone companies that the  

government supports, there must be a certainty regarding new banking systems and civil 

state systems in which every citizen would obtain national identity such as a national 

insurance number. This national number is the significant key to keeping track of all 

transactions and government services. Furthermore, the such a system could assist the 

government in meeting the requirements needed to attain or adopt EPS in Libya. In 

actual fact, that government  support has been found in literature on the positive effects 

of the intention to increase the consumption of e-business systems in developing 

countries, such as Nigeria (Teo et al., 1997; Chau & Jim, 2002). 

The researcher revised the respondents‟ responses and found another advantage of the

adoption of EPS in Libya. This is in line with existing literature which affirmed that 

individuals should assess the medium/website before they intend to use it (Ullah et al., 

2013; Abukhzam, 2010, p.2). Moreover, Kim et al., (2003) also affirmed that the 

reliability of websites and response times are related to performing transaction.  

It is therefore important to go back to the theory that emerged from the Libyan context: 

EPS will succeed, particularly when undertaken with a concern for the factors that 

influence adoption of EPS. These factors affect the relative advantage that Libyan 

telecommunications, government, banks and consumers expect from EPS. Its diffusion 

will increase their activities. This can be seen from the responses of some of the 

respondents, who need to adopt EPS in order to show their willingness to use it. This is 

in line with the answers from most of the respondents, which confirmed that the 

adoption of EPS needs to consider infrastructure and to establish regulation of Internet 
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transactions before adopting such a system. This is in line with the theory of rate of 

adoption, which affirms that the relative speed of innovation has led to adoption by 

great numbers within a relatively short period of time. Furthermore, as Rogers stated in 

the individuals innovation theory, there are categories emerging in Libya who are 

potential adopters of EPS innovation. The number of social systems in each category 

have different numbers of members, depending on their characteristics, for example, in 

Figure 9-2, the members' attitudes in each category are different to other categories. 

 

Figure  9-2 Adopter Categorization on the Basis of Innovativeness  

(Source: Diffusion of Innovations, fifth edition by Everett M. Rogers, 2003) 

The innovator needs to consider the characteristics of each category and accomplish 

their needs first. The current research findings confirm that the majority of Libyan 

people are still concerned about adoption of EPS. It means that Libyan people still lag 

behind those who adopt EPS. 
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9.10.4.4.2 Compatibility 

Rogers (2003) stated that “compatibility is the degree to which an innovation is 

perceived as consistent with the existing values, past experiences, and needs of potential 

adopters” (p.15). 

The compatibility of innovations to members of a social system is absolutely related to 

its rate of adoption of such a system. Libyan consumers‟ attitudes are affected by the

level old consumers‟ beliefs. Most of the current research respondents affirm that E-

payment services are not compatible with the current economic and technical 

infrastructure and customers' needs.  

The researcher revised the current research findings and found that both organisational 

and consumers recognised the degree of compatibility to which an innovation is 

perceived as consistent with consumers' experience and the needs of potential adopters.  

The interesting thing for Internet users is that their needs are met, and they need to 

control their accounts and expenses through the use of online banking services. By 

reviewing the withdrawal of control factor that emerged from the answers of 

respondents, it can be seen that their responses are consistent with pervious literature. 

Consumers can control their expenses by withdrawing money through electronic access 

to the source web site and by providing proof of identity, such as a digital certificate 

issued by a certification authority, or a combination of the credit card number and bank 

account number.(Shittu, 2010, p.54). 

In this case, the perceived compatibility of new innovations which Libyan people can 

experience may lead to the adoption of EPS. The withdrawal of control is a factor that 

may influence the adoption of EPS in the Libyan context. The research findings are 
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consistent with compatibility to adopt new innovations, when respondents or consumers 

may prefer to manage their banking in different ways and with different types of control 

over it. 

There is, however, a lack of communication between consumers and organisational 

staff. Social influence is another important factor that illustrates the challenges to 

individual or government adoption of EPS in the Libyan context. Defective 

communications have affected the skills of organisational staff which these are essential 

to adopting EPS, as was confirmed by many respondents of the current research. The 

research findings in terms of ease of communication between consumers and 

organisational staff are consistent with the results of previous studies, such as the study 

which was conducted by Harris (2011), which proved that the level of adoption of EPS 

is increasing by providing the easiest way to communicate between consumers and 

those organisations which adopt EPS. In addition, Truman et al., (2003), Schwartz, 

(2001 affirmed that in order to make the E-payment service easier, faster, and more 

accurate, the online payment system must be flexible and easy to use. On this issue 

(ease of communication), the degree to which an innovation, such as  EPS, is perceived 

as being consistent with the past experience and needs of possible adopters, the sooner it 

will be adopted. 

Awareness represents the level of knowledge of the innovation that exists and which 

can motivate consumers or organisations. This is compatible with the chance of 

adoption of innovation, because individuals should have awareness prior to trial of this 

innovation. Thus, knowledge is essential for relatively complex innovations. In 

addition, the functioning principles of knowledge illustrate how and why an innovation 

works (Spotts, 1999; Rogers, 2003. p.21). In fact, to increase new knowledge, 
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awareness, innovation, education and practice it is necessary to provide not only the 

means to increase experience, but also that consumers understand why this is 

desirable.(Seemann, 2003). 

In the context of assisting Islamic banking to implement payment services compatible 

with Islamic finance principles, the researcher found that some respondents suggested 

the implementation of Sharia banking would have a great positive impact on the 

development of the economic situation in Libya in relation to the adoption of EPS 

(Hamed and Berger, 2012). For example, the Libyan people prefer to use debit cards 

rather than credit cards because the debit card is more compatible with Islamic finance 

rules related to interest in general and particularly those to be paid on transaction. 

The ease of use and convenience are the degrees to which an innovation appears 

difficult to use or understand. The researcher, when he revised respondent answers, 

found that new systems and new ideas that are easy to understand are more rapidly 

adopted than innovations that require the adopter to develop his skills and 

understanding of the methods. 

9.10.4.4.3 Complexity 

Rogers (1995, p250) claimed that innovations that are apparent as easy to use and 

understand are more easily adopted. Rogers (2003) added another definition of 

complexity as: “The degree to which an innovation is perceived as relatively difficult to 

understand and use.” (p. 15). Therefore, in the current research, it was found that

complexity, as the degree to which the adopter in the Libyan context perceive this 

innovation (or EPS), in the easiest way to understand and use. However, the findings of 

the current research revealed that any payment system with complex characteristics 
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would not earn acceptability. Lack of reliability of EPS attributed to the unavailability 

of technical infrastructure such as networks and security of websites, which means that 

individuals tend not to use those kinds of websites. This then makes 

telecommunications websites unsafe for adopting EPS. For example, the researcher 

found, through the current research with respect to lack of trust, that reliability of E-

payments influences decisions to adopt EPS in the Libyan context. Furthermore, when 

telecommunications build an infrastructure to adopt EPS, they need knowledge, 

awareness and experience to motivate the Libyan people to adopt EPS. This guarantees 

the influence of sufficient knowledge and awareness amongst individuals that 

consumers and organisations feel confident about adopting and using E-payments. In 

addition, Pons (2004) affirmed that the skills, the understanding of Internet applications, 

and awareness that is available amongst individuals comprise the main factors for 

diffusion of any new innovation. Thus, the individuals who are using the Internet have 

more experience to conduct their transaction by adopting EPS efficiently compared to 

those individuals who do not have enough experience to use the Internet (Alomari et al., 

2012). The researcher found that the education level in Libya is influenced by age .In 

other words, young people are motivated to adopt EPS due to their ability to understand 

and accept new technologies  rather than elderly people, who don't have enough 

experience and knowledge about how to use the Internet, in particular EPS. 

Alack of post coding is another factor emerging from the current research in Libya that 

affects the intention of stakeholders to adopt EPS as technical support. In other words, 

the lack of post coding services in Libya makes the use and adoption of EPS difficult. 

To buy products from telecommunication websites online is difficult, because there is 

no link between telecommunication companies, banks, and the exact address of the 
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Libyan citizen. Therefore, the lack of post coding in Libya will make the process of 

adopting EPS very complex and difficult until the government and telecommunication 

companies decide to resolve this problem. 

9.10.4.4.4 Observability 

Rogers (2003) defined observability as “the degree to which the results of an innovation 

are visible to others” (p. 16). With regard to the current research, the researcher sees 

observability as the degree to which the outcome of the adoption of EPS are visible for 

Libyan consumers. The respondents of the current research affirmed that the first 

procedures that should follow adoption of EPS would enable individuals to see the 

results of EPS. This would make them all the more likely to adopt it. During adoption of 

EPS, telecommunications companies should show how much better, faster and more 

efficient the new technology is by demonstrating its use in comparison to the traditional 

method.  Consumers should be asked to believe what they see and offered a trial, 

preferably with a secure transaction. 

The availability of EPS services is seen by most respondents as the important key 

outcome and motivational factor in the adoption and diffusion of EPS. One of the issues 

raised through the current research is the nonexistence of legislation, polices and 

electronic regulations which can be seen as a challenge for EPS adoption in the Libyan 

context and in particular the telecommunications companies .It is clear that the 

existence of regulation and E-laws in Libya will make the Libyan people feel confident 

to adopt such systems. 

Experience and skills are another example from the current research which play an 

important role in the adoption of EPS. With regard to the staff or consumers who have 

sufficient experience of the use of EPS outside of Libya, they affirmed that the E-
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payment process is easier to understand and quite simple, which they are happy to share 

with others. Another examples shows, from most of the respondents‟ responses, that the

attitude of other people has influenced their desire to adopt payment via the Internet. 

This means that individuals estimate the amount of money they can put aside for their 

E-payment in order to keep their standard of living. This factor (standard of living) is 

obvious to the researcher and respondents said it had a great impact on their adoption of 

EPS.  

9.10.4.4.5 Trialability 

Trialability has been defined by Rogers, who defined it as: "The degree to which an 

innovation may be experimented with on a limited basis." (Rogers and Showmaker, 

1971, p.155, 2003). 

Lee (2007) argued that some studies should have been empirically tested to understand 

the relationship between trialability and intention to use a new system. However, with 

regard to the current research which has been conducted to investigate factors that have 

an effect on the adoption of EPS in the Libyan context, theoretically, innovation "that 

can be tried on an instalment plan" ( Rogers and Showmaker, 1971,p.155), will be 

accepted and adopted faster than less trialable innovations. It is clear from the current 

research that Libyan consumers are expected to increase their skills, awareness, and 

experience in dealing with online transactions. This is affirmed through consumers who 

have experience with E-payments in their online transactions. It means that the 

trialability or practice of the use EPS provides consumers with the ability to evaluate the 

benefits of the new system. Consequently, if consumers are relieved of certain fears 

regarding the inability to use or adopt new system, resistance can be reduced. 
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Another example shows that many respondents from the current research see the 

cooperation between stakeholders as another concern. They want to find out how it can 

influence EPS adoption, because the lack of cooperation between stakeholders (banks, 

telecommunications, government, and consumers) has a clear effect on decisions made 

regarding the adoption of EPS and that is apparent through the answers of respondents. 

This is consistent with literature related to EPS which found that cooperation amongst 

stakeholders has a great impact upon adoption of EPS (Mann, 2003). The successful 

adoption of EPS requires universal acceptance through investigation of barriers from the 

economic point of view (Baddeley, 2004). This only can be attained through 

cooperation with existing institutions within Libyan telecommunications companies, 

such as corporations, governments and banks. 

9.10.5 Summary 

To sum up, Rogers (2003) claimed that innovation provides more relative advantages, 

comptability, complexity, observability, and trialability and will accepted and adopted 

faster than other innovations. Rogers does concede that: “getting a new idea adopted,

even when is has obvious advantages, is difficult.” (p. 1). So the availability of all these

variables or components of innovations speeds up innovation diffusion processes. The 

current research findings show that all the emerged factors influence Libyan consumers 

and that there is a likelihood of organisations adopting EPS into their payment systems. 

This has emerged through discussing the theory that was revealed by the current 

research and this explanation is conducted based on the diffusion of innovation theory.  

 

 


